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Your Ref:
Contact:
Tel:
Fax:
E-Mail:
Date:

Kirsty Brown
01698 302 401

brownkir@northlan.gov.uk
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Members of the
Audit and Scrutiny Panel
    

 

Chief Executive’s Office
Archie Aitken
Head of Legal & Democratic
 Solutions
Civic Centre, Windmillhill Street
Motherwell ML1 1AB
DX 571701, Motherwell 2
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Notice is given that a Meeting of the AUDIT AND SCRUTINY PANEL is to be held within the Civic
Centre, Motherwell  on Thursday, 16 May 2019 at 1:00 pm which you are requested to attend.

The agenda of business is attached.
   

Head of Legal and Democratic Solutions 

Members :    Councillors:  L Anderson,  R Burrows,  M Gallacher,  A Graham,  P Hogg,  J Hume,

T Johnston, T Morgan, K Stevenson, A Valentine, S Watson. 
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 Agenda

(1) Declarations of Interest in terms of the Ethical Standards in Public Life Etc (Scotland) Act 2000

Audit Related Item

(2) Management Response - Internal Audit Report Compliance Investigation:Recruitment Issues
(Education) (page 5 - 14)
Submit  report  by the Chief  Executive  providing an update on the actions  taken following
receipt of the Internal Audit Report in relation to the Compliance Investigation into Recruitment
Issues within the Education Service (copy herewith)

Scrutiny Related Items

(3) Presentation - School Occupancy Rates
Presentation by the Forward Planning and Specification Manager (Asset and Procurement
Solutions)

(4) Sickness Absence Outturn 2017/18 (page 15 - 20)
Submit report by the Head of People and Organisational Development (1) providing (a) the
Sickness  Absence  outturn  position  for  2017/18,  and  (b)  further  context  in  relation  to  the
background and factors attributing to the position, (2) detailing the actions taken to reverse the
increasing trend for Local Government Employees and build on improvements for Teachers
(copy herewith)

(5) Customer Satisfaction Levels - Facility Support Services (page 21 - 30)
Submit report by the Head of Asset and Procurement Solutions providing further information
regarding the customer survey issued to Head teachers in order to obtain feedback in relation
to building cleaning, catering and janitorial services (copy herewith)

(6) The Plan for North Lanarkshire and the role of the Audit and Scrutiny Panel (page 31 - 38)
Submit report by the Business Solutions Manager providing the Panel with an overview of the
supporting frameworks and the next steps underway in order to ensure ongoing challenge and
scrutiny of The Plan for North Lanarkshire by the Audit and Scrutiny Panel (copy herewith)

(7) Corporate Improvement Plan (CIP) (page 39 - 48)
Submit report by the Business Solutions Manager (1) advising that work was underway to
map all improvement activities from the Corporate Improvement Plan (CIP) to the 25 ambition
statements contained within the Plan for North Lanarkshire, and (2) outlining the role of the
Panel in the future oversight and monitoring of the Programme of Work (copy herewith)

(8) Strategic Policy Framework - Update Report (page 49 - 54)
Submit report by the Business Solutions Manager providing the Panel with an (1) overview of
the work which as been ongoing since the streamlined Strategic Policy Framework had been
approved,  and (2)  update  of  progress  with the review and detailing  the next  steps  (copy
herewith)
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(9) Benchmarking Review (page 55 - 70)
Submit  report  by  the  Business  Solutions  Manager  updating  the  Panel  on  the  review
undertaken in relation to Benchmarking and outlining the next steps (copy herewith)
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North Lanarkshire Council
Report

Audit and Scrutiny Panel

approval noting Ref AH/FW Date 16 May 2019

Management Response – Internal Audit Report
Compliance Investigation: Recruitment Issues (Education)

From Des Murray, Chief Executive

Email whittakerf@northlan.gov.uk Telephone Fiona Whittaker, Head of
People & Organisational
Development
01698 520626

Executive Summary

As requested by the Audit and Scrutiny panel, this report provides an update on the
actions taken by Senior Education and HR Managers following receipt of the Internal
Audit Report dated 5 February 2019 in relation to identified recruitment failings within the
Education service.

This report provides details of the recruitment procedures identified by the Internal Audit
report that deviated from the standard Council Recruitment Policy and procedures in
regards to the filling of Teacher vacancies.

The Council’s existing Recruitment procedures and control measures are listed and the
corrective action implemented and controls now being applied to remedy the position
and to regularise all recruitment within the Education service in line with these are
detailed.

Recommendations

The Audit & Scrutiny Panel is recommended to:

1. Note the contents of this report
2. Note the corrective actions taken and controls put in place by the Education and

Families and HR management team to address the Internal Audit findings
3. Note that a further Internal Audit will be undertaken as part of the 2019/20 Action

Plan to verify the effectiveness of the controls put in place.

Supporting Documents

Contributes towards the effective and efficient use of
Council Resources

AGENDA ITEM 2
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1. Background

1.1 A recent Internal Audit investigation undertaken within the Education service, now
Education and Families service, identified a number of failings relating to non-
compliance with the Council’s Recruitment Policy and practices, specifically in
relation to the filling of Teacher vacancies.

1.2 The report highlighted a range of recruitment arrangements within the Education
service which did not comply with required standards and were removed from
recognised good practice and the Council’s Recruitment Policy.

1.3 The Panel instructed that a report of management actions taken in response to
the Audit report be brought forward at the first available opportunity, and this
information is now provided.

2. Internal Audit Report

2.1 The failings in recruitment identified in the Internal Audit report were as follows:

 The way in which a range of temporary, secondments and/or Scottish
Attainment Challenge (SAC) funded posts were being created and filled;

 The management and use of supply teacher arrangements
 The inaccuracy of the Education and Families Service’s staffing structure on

iTrent; and
 The Service aligned HR Business Partner team focusing on meeting the

Services requirements but giving insufficient regard to its wider corporate role
in ensuring HR risks were effectively managed.

2.2 The Internal Audit report highlighted specific weaknesses in relation to the
employment of a number of employees into the Education service through
recruitment processes not being fully applied.

2.3 The Panel is asked to note, as stated in Section 2.9.3 below, all managers have
been instructed to follow the required recruitment processes without deviation.
This will ensure that employees will only commence employment with the Council
when all recruitment governance and control measures have been applied.

2.4 The HR Business Partner team and the Employee Service Centre have been
empowered to raise concerns where any deviation from the established control
measures arise. The HR Business Partner team are in the process of being
relocated from Kildonan Street.

2.5 The report further identified that one employee had been employed on a 35
hour Contract of Employment however, through an informal agreement worked
less than these hours.

2.6 Although clearly unsatisfactory practice that falls out with the Council
Recruitment policy boundaries, the contractual position in this matter is clear. The
employee’s remuneration was in line with the Contract of Employment issued to
them. The employee was held against a full time vacant position of
Grade NLC 7.
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2.7 The Audit report highlighted the historical difficulties experienced by the
Education Service and HR teams regarding controls in Establishment/Structure
maintenance. The Panel is asked to note that all Establishment control for the
Council is now undertaken via iTrent. New posts can only be added to the
Council’s Establishment when approval is received by the Executive
Director/Chief Officer through the Scheme of Delegation and following oversight
by the Council’s Workforce Steering Group, chaired by the Head of People and
Organisational Development and consisting of representatives at Head of Service
level from each of the Council’s Service areas (Appendix 1).

2.8 Recruitment Control measures applied for recruitment to all vacancies
(Teaching & Non-Teaching).

2.8.1 As stated in Section 2.7 above, the creation of any new posts onto the Council
Establishment requires Executive Director and Workforce Steering Group
approval. All new posts created require a Job Evaluation/Job Sizing assessment
undertaken prior to the post being put forward for approval.
Control measure 1.

2.8.2 Once authorised, the Business Partner teams aligned to each of the Services are
notified and become the conduit between the Service and the HR Workforce
Systems team who have the responsibility for creating all new posts on iTrent.
Control measure 2.

2.8.3 When a post is created, the HR Workforce Systems team, notify the Business
Partnership team that the post is now available to be recruited to.
Control measure 3.

2.8.4 On notification the Business Partner team advise the relevant recruiting manager
and confirm they can begin the recruitment process.
Control measure 4.

2.8.5 The recruiting manager must complete the recruitment documentation, including
seeking financial authorisation to fill the post and then return the recruitment
documentation to the Business Partner team.
Control measure 5.

2.8.6 The Business Partner team sign off the recruitment documentation and send to
the HR Recruitment team together with the appropriate Job Description, Person
Specification and Job Advert to allow the post to be advertised.
Control measure 6.

2.8.7 All vacant posts are advertised internally to the Council in the first instance,
(external adverts only allowed by exception) with a 2 week closing date.

2.8.8 At the closing date, the recruiting manager is notified by the HR Recruitment team
that applications are available for shortleeting via the on line Talent Link system.
Control measure 7.

2.8.9 The recruiting manager is then required to shortleet the applications via the on
line system, where they record those selected for interview and those declined.
Control measure 8.

2.8.10 The recruiting manager requires to confirm their shortleeting decisions by
completing the selection pro forma (Appendix 2).
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Control measure 9.

2.8.11 Once notified of the shortleeting decisions, The HR Recruitment team contact all
candidates to either offer an interview date or to regret them.
Control measure 10.

2.8.12 The Recruitment Policy advises that the interview panel requires to comprise of a
minimum of 2 people, with a gender balance applied where possible and at least
one (Chair) must have been trained on the Council’s Recruitment Policy and
procedures.
Control measure 11.

2.8.13 Following the interview process, the interview panel require to complete the
interview assessment sheets which ensure that candidates are objectively
evaluated against the criteria of the Employee Specification.
Control measure 12.

2.8.14 On receipt of the finalised paperwork from the interview panel, the HR
Recruitment team take up references and undertake all pre-employment checks
required e.g. PVG Checks and obtain all employee documentation ensuring it has
been validated by the Chair of the interview panel.
Control measure 13.

2.8.15 When all recruitment documentation has been received and validated, the HR
Recruitment team notify the recruiting manager and request a start date for the
new employee.

2.8.16 On notification of a start date from the recruiting manager, the HR Recruitment
team, notify the Service aligned HR Transaction team who verify the post details
and issue a contract of employment.
Control measure 14.

2.8.17 Steps 2.8.2 to 2.8.16 are also undertaken when a vacancy occurs with an existing
post on the Establishment.

2.8.18 Steps 2.8.2 to 2.8.16 are undertaken for recruitment to all posts within the Council
including both temporary and permanent Teaching posts.

2.9 Remedial Action taken by the Education and Families Service

2.9.1 On receipt of the Internal Audit report, all employees working within the Council
referenced in the Internal Audit report were interviewed by Senior Managers from
Education and HR. Following investigation Management Action was taken
against 3 of them.

2.9.2 Although there are no previous Internal Audit reports highlighting similar areas
of concern around recruitment processes in the Education service, it is
recognised that unacceptable historical custom and practice has occurred and
immediate action was taken to stop these practices continuing.

2.9.3 All managers within the service have been instructed to follow Council Policy and
procedures without any deviation at all times including the timeous completion of
all required paperwork in advance of any employee commencing work within the
Council.
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2.9.4 HR Teams have been instructed that their duty is to refer and issues that arise
around the implementation of control measures to Senior Management as per
Section 2.4.

2.9.5 Training sessions on the recruitment policy and procedures have been
undertaken by the Executive Director – Education & Families, Head of Education
Service, ER Manager, HR Business Partnership Manager, Employee Service
Centre Manager and the Senior Business Partner aligned to the service with the
Head Teachers from Primary, Secondary and ASN sector areas with verbal and
written information provided on the Council’s Recruitment processes and iTrent
reporting requirements provided.

2.9.6 Members will be aware of the framework agreement in place for the
procurement of consultancy services in support of SAC and PEF Funding. All
Head teachers have been briefed on this framework agreement and recruitment
practices.

2.9.7 Joint HR training sessions by the Employee Service Centre and the HR Business
Partner team have been undertaken with Head Teachers and Depute Head
Teachers to assist them understand the governance requirements and use of the
iTrent and Talent Link systems.

2.9.8 In line with the ‘Empowering Head Teachers’ agenda, establishment of a Head
Teacher Steering group, chaired by the Head of Service and comprising of the
Employee Service Centre Manager, HR Business Partner Manager, and a
number of Head teachers from across the Primary, Secondary and ASN School
sector areas to review current recruitment practices across the Education service
and to champion the agreed changes through to their implementation.

2.9.9 The supply teacher register recruitment process has been strengthened to
ensure those recruited onto the register can only be utilised for standard supply
teacher work.

2.9.10 A review of all existing employees who have been recruited via the supply teacher
register historically has been undertaken to ensure that all employees are
undertaking standard supply teacher duties and that they have a contract of
employment that reflects this.

2.9.11 iTrent now reflects the current Education staffing structure and as stated in
Section 2.8 above, recruitment to any vacant post can only be undertaken when
all control measures are fulfilled.

3. Equality and Diversity

3.1 Fairer Scotland

There is no Impact on the Fairer Scotland Duty.

3.2 Equality Impact Assessment

No Equality Impact Assessment required.
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4. Implications

4.1 Financial Impact

There is no Financial Impact – Refer to Section 2.6.

4.2 HR/Policy/Legislative Impact

All Council recruitment is being undertaken in line with Council Policy and
procedure and supported by an improved control environment from HR and
Internal Audit.

4.3 Environmental Impact

There is no Environmental Impact

4.4 Risk Impact

The controls now in place will strengthen governance around the Council’s
recruitment processes and assist the effective management of corporate HR
Risks.

5. Measures of success

5.1 The governance arrangements for the recruitment of all employees into the
Council are consistent and being fully applied and adhered to appropriately.

Des Murray
Chief Executive
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Appendix 1

TERMS OF REFERENCE FOR

WORKFORCE CHANGE STEERING GROUP

(1) To oversee the governance and approval of workforce (staffing and structure) changes
in line with the council’s Scheme of Delegation including;

(a) Approvals for Category 1, Category 2 and Category 3 staffing and structure
changes up to and including NLC18;

(b) Approvals for applications under the Council’s redundancy and retirement
provisions including voluntary redundancy, efficiency and early retirement.

(c) Ongoing oversight of the Council’s approach to managing strategic workforce
change including agreement of approaches to redeployment across services
and for significant workforce changes.

(2) To provide governance and oversight of the Council’s policies and practices relating to
workforce change, including Trade Union engagement and relations.

(3) To oversee the development of detailed workforce plans for each service directorate
as part of the Council’s wider workforce strategy.

(4) To consider broader reports which outline progress against our Workforce for the
Future Strategy and recommend relevant actions or programmes of work which may
be required to deliver against the The Plan for North Lanarkshire.

(5) To support the identification and management of workforce related risks across the
Council.

Last updated 29/03/19
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APPENDIX 2

Portal Ref No: NLA0

Name of Panel Member(s):

________________________________

Have you completed the Recruitment
Training Course Yes/No

Shortleeting Date:

C
a
n

d
id

a
te

N
a
m

e

ESSENTIAL CRITERIA TO BE ASSESSED
FROM APPLICATION FORM

Use only a tick () or a cross (x) to indicate whether or not candidate meets criteria. DO NOT score by using numbers.

Total Essential Criteria Score
(total number of ticks)

ESSENTIAL CRITERIA TO BE ASSESSED
AT INTERVIEW

Meets Minimum Criteria – Yes/No Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N

Disabled Candidate – Yes/No Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N Y/N

Only score Desirable Criteria if you have too many candidates meeting the Essential Criteria
DESIRABLE CRITERIA
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APPENDIX 2

Total Desirable Criteria Score

Grand Total Score
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North Lanarkshire Council 
Report 
Audit & Scrutiny Panel 

  

 approval  noting Ref FW/HL Date 4 April 2019 
  

Sickness Absence Outturn  2017/18  
 
 

From  Fiona Whittaker, Head of People & Organisational Development 

Email  liddleh@northlan.gov.uk Telephone 01698 520629 
 

 

 

Executive Summary 
 
This report follows from the earlier submission to Audit & Scrutiny Panel on Performance 
in Improving Local Services, with a particular focus on the sickness absence outturn for 
2017/18.  The report provides further context and outlines action taken to reverse the 
trend.  The Council currently projects an improvement in outturn for 2018/19 of 4.24%. 
 

  

Recommendations 
It is recommended that the Audit & Scrutiny Panel: 
 

1. Note the outturn position of sickness absence for 2017/18 and action taken and 
planned. 

2. Otherwise, note the contents of the report. 
 

 

 
Supporting Documents 
 
Council business      
plan to 2020 
 

Improve the Council’s resource base. 

  
  
  
 
 
  

AGENDA ITEM 4
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1. Background 
 

1.1 The overall net result in terms of North Lanarkshire Council’s position in relation 
to all Scottish local authorities has been mixed.  The results of the Local 
Government Benchmarking Framework (LGBF) show that the Council position for 
teachers has improved from 31/32 in 2016/17 to 23/32 in 2017/18.  Unfortunately, 
the position for local government employees has deteriorated from 11 in 2016/17 
to 22/32 in 2017/18.  Within this context, sickness absence of teachers showed 
an unprecedented improvement.   

1.2 North Lanarkshire Council’s performance in 2017/18 LGBF indicator summary is 
placed alongside comparator authorities – chosen for similarities in size or in a 
similar geographical location 

Council Position No 
2016/17 

Position No 
2017/18 

Teachers Local Gov 
Employees 

Teachers Local Gov 
Employees 

North Lanarkshire Council 32 11 23 22 
Glasgow City Council 12 10 11 5 
Fife Council* 20 19 22 31 
Renfrewshire Council 8 25 23 29 
South Lanarkshire Council* 22 24 18 18 
West Lothian Council 9 30 8 32 

  

* Comparator local authorities  

While it is important that North Lanarkshire Council reverses this trend and focuses 
on improving its relative position, it is noteworthy that other local authorities, most 
notably Fife Council which is often used as a comparator, has experienced high 
levels of sickness absence and is in a significantly poorer position for teachers 
absence levels.  
 
It is worth noting that relative to our comparator local authorities, who are South 
Lanarkshire and Fife Council, North Lanarkshire are now broadly in line with their 
performance in respect to absence for teaching employees and ahead of Fife 
Council with respect to non-teaching employees. Our focus over the next 12 
months is to re-establish the excellent performance we delivered for non-teaching 
employees in 2016/17 and continue to improve our position with teaching 
employees.  This will put us ahead of both of our comparator local authorities for 
teaching and non-teaching employees, and in line with Glasgow City Council who 
are the best performing of the largest Local Authorities in respect of absence.   
 

  

 
2. Report 
 
2.1 Although performance during 2017/18 was much less than hoped for overall and 

in certain Services (details below), there are contributory factors which should be 
taken into account.  2017/18 saw significant increases in sickness absence in the 
former Infrastructure, particularly Waste Solutions which coped with substantial 
operational disruption linked to changes in the delivery model of the Service.  
Sickness absence also increased in Health & Social Care where uncertainty over 
workforce changes and the future role of the IJB may have had an impact on 
workforce stability.  
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Service 2017/18 Outturn 2017/18 Target Position 
Against 

Previous Year 
Chief Execs 8.67 4.6 - 2.3% 

EYC - Teaching 6.96 7.3 + 11.3%   

EYC – Non Teaching 12.03 8.84 - 12.74%  

Ent & Housing 8.54 7.92 - 0.7% 

Health & Social Care 12.68 10.4 - 20.9%  

Infrastructure 14.03 10.4  -34% 
Council 10.86 9.17 - 12.1% 

 

Since that time, improvements have been made and a number of actions have 
been put in place to help reverse the trend for local government employees and 
build on improvements for teachers.  An action plan has been developed and 
agreed which sets out a number of key actions, including: 

• Review of Managing Attendance Policies for both teachers and local 
government employees. 

• Improved reporting for all Services, with monthly reports to be submitted to 
CMT from April 2019 onwards. 

• Working in conjunction with trade union colleagues to develop a new Mental 
Health policy – this will include achievement of Mindful Employer status. 

• Refresher training to be developed for all managers, with a comprehensive 
training plan put in place for new managers. 

• Strengthen links with Occupational Health Liaison Group to ensure contract 
use is being focussed on areas of high absence levels and health information 
links with Work Well NL priorities. 

• Dedicated resource to support absence reduction within Employee Relations 
team. 

2.2 Robust and consistent management of sickness absence is the key to keeping 
absence levels low and taking appropriate action on long term absence cases.  
The People & Organisational Development (POD) team are well placed to assist 
managers in the management of sickness absence and have recently 
restructured to include a dedicated resource to support absence reduction. 

2.3  The POD team are working with Services will ensure that all managers are aware 
of the importance of dealing with sickness absence – a top down approach which 
includes regular discussion at Service Management Teams to ensure that 
sickness absence levels are continually monitored at a senior level.  Individual 
absence cases are ultimately managed by the line manager, with support 
available from the Employee Relations team.  Each Service has a dedicated 
team of Employee Relations Advisors who offer advice and assistance in 
managing short and long term absence cases. 
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2.4 In addition to Employee Relations (who will directly support individual case 
management issues), every Service has a group of dedicated HR Business 
Partners.  The HR Business Partner team work with managers in the Service to 
identify and address any sickness absence trend which may give rise to concern.  
For example, includes identifying areas of high absence levels (outwith the 
norm), hotspots of high levels of a particular absence reason (e.g. musculo-
skeletal) or where managers may benefit from additional training. 

2.5 As a result of this work and based on current projections at March 2019, it is 
likely that the Council outturn (for teachers and local government employees) will 
be 10.40 FTE days.   

2.6 It should be noted that an outturn of 10.40 FTE days represents an 
improvement of 4.24% against last year’s outturn of 10.86 FTE days. 

 
 

 
 
 
 
3. Equality and Diversity 
 
3.1 Fairer Scotland 

 
There are no Fairer Scotland implications. 

 
3.2 Equality Impact Assessment 
   
 All policies associated with Managing Attendance are considered for equality 

impact implications. 
 

 

 
 
4. Implications 
 
4.1 Financial Impact 
 
 While the cost of sickness absence is generally presented as lost productivity 

costs, there is the opportunity for the organisation to make overall financial 
savings from a reduction in sickness absence. 

    
4.2 HR/Policy/Legislative Impact 
 
 There is no requirement for policy or legislative updates. 
 
4.3 Environmental Impact 
  
 There is no environmental impact. 
  
4.4 Risk Impact 
  
 There is a continued risk of difficulty in meeting service delivery standards if 

sickness absence levels continue to increase.  
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5. Measures of success 
 
5.1 Ongoing reduction of sickness absence levels will help to ensure maximised 

productivity and achievement of Council priorities. 
   

 
 
 
 
 
 
 
Fiona Whittaker 
Head of People & Organisational Development 
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North Lanarkshire Council 
Report 

Audit and Scrutiny Panel 

 approval  noting Ref AH/JMcK Date 16/05/19 

Customer satisfaction levels – Facility Support Services 

From James McKinstry, Head of Asset & Procurement Solutions 

Email mckinstryj@northlan.gov.uk Telephone 01698 302735 

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. 

AGENDA ITEM 5
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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. 
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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. 
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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 
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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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North Lanarkshire Council 
Report 
 

Audit and Scrutiny Panel 

 

 approval  noting Ref LJ/SL Date 16/05/19 

 

The Plan for North Lanarkshire and the role of the Audit and 
Scrutiny Panel 

 
 

From Linda Johnston, Business Solutions Manager 

Email LawrieS@northlan.gov.uk Telephone 01698 302555 

 
 

 

Executive Summary 
 

Members will recall The Plan for North Lanarkshire was approved at the Policy and Strategy 
Committee in February 2019, and the supporting council Programme of Work was approved 
in March 2019.  As the strategic plan, The Plan for North Lanarkshire aims to communicate 
priorities and provide a focus for activities and resources. 
 
The Plan for North Lanarkshire is supported by three frameworks - the Strategic Policy 
Framework, Strategic Performance Framework, and Strategic Self-Evaluation Framework.  
Collectively, these are designed to enable a regular structured approach to assessing 
progress, measuring success, and identifying (where necessary) areas requiring improvement.   
 
The information gathered therein will enable appropriate oversight, scrutiny, and challenge by 
the Corporate Management Team and Elected Members and will help to support and influence 
future decision making, and any changes required, in order to deliver on the shared ambition. 
 
These frameworks will support the scrutiny function of the Audit and Scrutiny Panel, in 
particular with reference to reviewing and monitoring the performance of the council in 
delivering upon its priorities, considering the council’s public performance reporting 
arrangements to ensure appropriate public accountability, and ensuring the adequacy and 
effectiveness of the council’s performance and improvement arrangements.   
 
This report therefore provides Elected Members with an overview of the supporting frameworks 
and the next steps underway in order to ensure ongoing challenge and scrutiny of The Plan 
for North Lanarkshire by the Audit and Scrutiny Panel. 
 

 

 

Recommendations 
 

It is recommended that the Audit and Scrutiny Panel: 

(1) Note the contents of this report, 

(2) Note the next steps underway and the integral role of the Audit and Scrutiny Panel in the 
challenge and scrutiny function for the Plan for North Lanarkshire.   
 

 

 

Supporting Documents 
 

The Plan for North 
Lanarkshire 

All five priorities 

AGENDA ITEM 6
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1. Background 
 
1.1 Members will recall The Plan for North Lanarkshire was approved at the Policy and 

Strategy Committee in February 2019.  This is the high level strategy designed to 
communicate the priorities and provide a focus for activities and resources.   
 

1.2 The Plan is supported by a Programme of Work to be developed by the council, partners, 
arm’s length external organisations, and other relevant agencies; the council Programme 
of Work was approved at the Policy and Strategy Committee in March 2019.   

 

1.3 Work is underway to develop the Programme of Work for the North Lanarkshire 
Partnership (NLP) and arm’s length external organisations (ALEOs). 

 

1.4 Details on each council Programme of Work are scheduled to be reported to the relevant 
Committee in line with the agreed timeline.  This will ensure an ongoing review of 
progress in terms of delivering the Programme of Work, but also facilitate a regular check 
in of progress against, and alignment with, The Plan. 

 

1.5 As a key component of the council’s corporate governance arrangements, the Audit and 
Scrutiny Panel have an integral role to play in terms of carrying out an independent 
review (and providing independent assurance) of the council’s governance and 
performance frameworks. 

 

1.6 Members will recall the updated Terms of Reference for the Audit and Scrutiny Panel 
were approved at the Council meeting in December 2018.  These were then reaffirmed 
to the Panel at its meeting on 1 March 2019 due to the extended membership. 

 

1.7 The Terms of Reference highlight the role of the Panel in terms of “reviewing and 
monitoring the performance of the council in delivering upon its priorities, outcomes, 
programme of work, and targets in the council plan” (i.e. The Plan for North Lanarkshire).   

 

1.8 The Plan for North Lanarkshire is supported by three frameworks which aim to 
strengthen the council’s governance arrangements: 

 

(1) Strategic Policy Framework 
(2) Strategic Performance Framework 
(3) Strategic Self-Evaluation Framework 

 
1.9 This report provides Members of the Audit and Scrutiny Panel with an overview of these 

three frameworks and their role in measuring, and assessing, delivery of The Plan for 
North Lanarkshire.  

 
 

 

2. The Plan for North Lanarkshire - supporting frameworks 
 
Strategic Policy Framework 
 
2.1 The Strategic Policy Framework was approved at the former Policy and Resources 

Committee in September 2018.  This followed work to review the council’s strategies, 
policies, and plans and develop a framework that reduced duplication and ensured 
alignment with the priorities. 
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2.2 The exercise rationalised the council’s strategies, policies, and plans from 81 to 32 high 

level strategies that incorporate a number of supporting operational strategies, policies, 
and plans in line with The Plan for North Lanarkshire. 

 
2.3 To ensure the strategies and polices continue to align, and enable the required resources 

and working practices needed to facilitate delivery of The Plan for North Lanarkshire, a 
number of work streams are underway, these include:  

 
• An ongoing review programme - this includes development of new policies, 

amalgamation of various related policies, or a refresh of existing policies. 
• Identifying gaps - through an assessment of the Programme of Work and its 

alignment with existing strategies and polices in the Strategic Policy Framework. 
• An annual review of the Strategic Policy Framework in line with the deliverables for 

The Plan for North Lanarkshire and supporting Programme of Work. 
• An evaluation of effectiveness - this includes evaluating performance and progress, 

using information derived through the Strategic Performance Framework, against 
the intentions laid out in the strategies and policies. 

 
2.4 The governance arrangements in terms of approving and monitoring council policies sits 

with the respective Service Committee and/or Policy and Strategy Committee.  The role 
of the Audit and Scrutiny Panel in this respect is “to review performance to assess 
whether intended policy outcomes have been achieved”. 

 
2.5 Moving forward, regular reports will be provided to the Audit and Scrutiny Panel to ensure 

ongoing oversight and scrutiny by Elected Members in this respect. 
 
Strategic Performance Framework 

2.6 The Strategic Performance Framework comprises 
a suite of measures of success across three levels.  
These best reflect the strategic and operational 
requirements of the council in terms of being able 
to demonstrate the impact of the Programme of 
Work and activities on the people and communities 
of North Lanarkshire. 

 
2.7 The three levels are depicted in the diagram on the 

right.  Further detail on each level is provided in 
paragraphs 2.8 to 2.15 below.   

 
(1) The North Lanarkshire context 
 
2.8 This comprises a suite of 28 Health Check Indicators that collectively provide the North 

Lanarkshire context.  The suite: 
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• Comprises a number of wider landscape measures. 
• Focusses on, where possible, outcomes rather than inputs.  
• Is not linked directly to individual service activity, rather a desktop exercise has 

broadly mapped the indicators against the priorities and the Live, Learn, Work, 
Invest, Visit vision. 

• Is gathered from external sources to provide an independent verification. 
• Enables national comparisons of performance. 
• Ensures as comprehensive a coverage as possible, while at the same time ensuring 

a manageable suite of information.   
• Is designed to enable a high level assessment of the impact of the work of the council 

and partners on North Lanarkshire’s economy, its people, and communities 
 
2.9  The 28 indicators will be updated throughout the year as information becomes available.   
(2) Improving outcomes 
 
2.10 This level comprises a suite of indicators and information to enable an assessment of 

progress towards delivering the priorities and ambitions outlined in The Plan for North 
Lanarkshire, and ultimately improving outcomes for the people and communities of North 
Lanarkshire. 

 
2.11 This includes the outcomes and targets services aim to achieve, and areas for 

improvement identified through audit and inspection work (e.g. recommendations from 
HM Inspectorate of Education and Care Inspectorate inspections). 

 
2.12 This suite will be reported on a six monthly basis. 
 
(3) Day to day operations 

  
2.13 This level comprises performance indicators that allow the quality, efficiency, and 

effectiveness of day to day operations to be assessed. 
 
2.14 This includes the targets and standards services set for themselves as well as 

appropriate national outcome and benchmarking comparators. 
 
2.15 This suite will be monitored at service operational management level, with information 

thereafter reported to Service Committee six monthly by exception. 
 
The role of the Audit and Scrutiny Panel 
 
2.16 The role of the Audit and Scrutiny Panel in respect of performance is “to review and 

monitor the performance of the council in delivering upon its priorities, outcomes, 
programme of work and targets in the council plan, specifically performance: 

 
• in improving outcomes 
• in improving local public services 
• in engaging with communities and service users, and responding to their views and 

concerns 
• in achieving Best Value” 

 
2.17 The information captured at each of the three levels (noted in paragraphs 2.8 to 2.15 

above) is not restricted to being used and reported at that level; information will be used 
within and across levels to ensure a full and complete picture of performance is available 
that best meets the needs of the particular audience.   

 
2.18 This information will also ensure a strategically focussed suite of information is regularly 

presented to the Audit and Scrutiny Panel to ensure Members have appropriate oversight 
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and scrutiny of whether the priorities are being achieved, and The Plan for North 
Lanarkshire and Programme of Work are being delivered. 

 
2.18 Collectively the information captured at levels (1), (2), and (3) will also ensure the council 

meets its Public Performance Reporting (PPR) duties in line with the Accounts 
Commissions’ Statutory Direction.   

 
2.19 This approach will enable the Audit and Scrutiny Panel to carry out their role in this 

respect, i.e. “to consider the council’s public performance reporting arrangements to 
ensure appropriate public accountability”. 

 
Strategic Self-Evaluation Framework 
 
2.21 Members will recall the Strategic Self-Evaluation 

Framework was approved at Committee in June 
2018 to ensure the council has a way of regularly 
assessing themselves by asking the questions:  

 
• How well are we doing?  
• How do we know?  
• How can we do better? 

 
2.22 As reported to the Policy and Strategy Committee in 

February 2019, the Framework has been 
redeveloped to enable an assessment of the success 
of The Plan for North Lanarkshire.  The Strategic 
Self-Evaluation Framework is aligned to the five priorities and 25 ambition statements, 
and a schedule of future activity was approved at this time.   

 
2.23 Existing and future audit and inspection work, carried out by the various inspection 

bodies (e.g. the Care Inspectorate, HM Inspectorate of Education, Scottish Housing 
Regulator, etc), will be aligned to this framework and the schedule to enhance the 
evaluation process and avoid duplication. 

 
2.24 The strategic self-evaluation exercises will be led by the Business Solutions team, 

working independently but in collaboration with services to assess progress and identify 
(where necessary) areas for improvement.  The outputs and recommendations from 
these exercises will be reported to the Corporate Management Team to complement 
their ongoing evaluation of council progress against the priorities.  Thereafter the 
information will be reported to Committee to allow for Members’ oversight and scrutiny. 

 
Alignment of the council’s Corporate Risk Register 
 
2.25 Work is underway to review and update the council’s Corporate Risk Register to ensure 

appropriate alignment of the strategic risks with The Plan for North Lanarkshire and 
supporting Programme of Work. 

 
2.26 This will ensure that risk registers reflect the appropriate risk and that these risks are 

monitored and managed at the appropriate level in the organisation, and within the 
relevant context. 

 
2.27 A session was held with the Corporate Management Team on 23rd April 2019 to identify 

the strategic and cross cutting risks to the council within the context of The Plan for North 
Lanarkshire and Programme of Work. 

 
2.28 An update of this work will be provided to the Audit and Scrutiny Panel as part of the 
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Audit and Risk Manager’s regular risk management reports. 
 
Next steps 
 
2.29 The next steps underway are focussing on development of levels 2 and 3 of the Strategic 

Performance Framework and firming up the Performance Reporting Schedule and 
content to the Corporate Management Team, Service Committees, Policy and Strategy 
Committee, and the Audit and Scrutiny Panel in order to allow the Panel to fulfil their role 
in terms of “ensuring the adequacy and effectiveness of the council’s performance and 
improvement arrangements”. 

 
2.30 Discussions are underway with the Training and Organisational Development team in 

terms of engagement with Elected Members that is tailored around the scrutiny and 
challenge process for The Plan for North Lanarkshire, the Programme of Work, and the 
supporting policy, performance, and self-evaluation frameworks. 

 
2.31 Further updates in respect of the frameworks within this report, and the next steps 

outlined in paragraphs 2.29 and 2.30, will be provided to the Audit and Scrutiny Panel to 
ensure The Plan for North Lanarkshire remains a regular agenda item on the Panel’s 
programme of scrutiny. 

 
 

 

3. Equality and Diversity 
 
3.1 Fairer Scotland 

A Fairer Scotland Duty assessment has been undertaken on The Plan for North 
Lanarkshire as this is a strategic decision.  As such, there is no requirements to carry 
out a Fairer Scotland Duty assessment on this report. 

 
3.2  Equality Impact Assessment 

An Equality Impact Assessment has been undertaken on The Plan for North Lanarkshire; 
there is no requirement to carry out an Equality Impact Assessment on this report. 

 
 

 

4. Implications 
 
4.1 Financial impact 

None. 
 
4.2 HR/Policy/Legislative impact 

The Local Government Act 1992 set the standards for reporting performance and making 
appropriate comparisons over time and with other bodies (by reference to the criteria of 
cost, economy, efficiency, and effectiveness and of securing Best Value). 
 
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”.   
 
Public Performance Reporting (PPR) is required which adheres to the Accounts’ 
Commission Statutory Direction.  The Direction also requires that councils report 
information which sets out performance in improving local services and local outcomes. 
 
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. 
 

4.3 Environmental impact 
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None. 
 
4.4 Risk impact 

The Plan for North Lanarkshire and the council’s corporate risk management 
arrangements are being aligned, where relevant, to ensure that risk is managed at the 
appropriate level in the organisation and strategic assessments identify where risk can 
be tolerated. 
 

 

 

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 on improving services and outcomes for the people and communities 
of North Lanarkshire. 

 
 

 
 

 
 
Linda Johnston 
Business Solutions Manager 
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N orthL anarkshireCouncil
R eport

Audit and Scrutiny Panel

approval noting Ref LJ Date 16/05/2019

Corporate Improvement Plan (CIP)

From Linda Johnston, Business Solutions Manager

Email johnstonl@northlan.gov.uk Telephone 01698 302559

Executive Summary

Members will recall the approval and implementation of the Strategic Self-Evaluation
Framework which aims to ensure the council has a way of regularly assessing practice,
recognising strengths, and identifying areas for improvement.

As a result of the self-evaluation exercise carried out by the Corporate Management
Team (CMT) in late 2017, 17 areas of improvement, either underway at that time or
identified as part of the gap analysis carried out as part of the process, were identified
for inclusion in the Corporate Improvement Plan (CIP) which was approved in April 2018.

Over the course of September 2018 to March 2019, work focussed on the development
of one strategic plan for North Lanarkshire which captured the shared ambition in a place
based approach. The Plan for North Lanarkshire was approved at Policy and Strategy
Committee (28 February 2019) and the North Lanarkshire Partnership Board (6 March
2019). The supporting council Programme of Work was approved at Policy and Strategy
Committee on 21 March 2019. Further Programmes of Work for partners, arms-length
organisations and other agencies as required, will follow. Collectively this sets the
strategic direction for North Lanarkshire.

To facilitate a joined up approach to common areas of work, which are aligned to The
Plan, it would now be appropriate to map all improvement activities from the CIP to the
25 ambition statements contained within The Plan for North Lanarkshire. This will
eradicate potential duplication and ensure future accountability.

Recommendations

It is recommended that the Audit and Scrutiny Panel:
(1) Note the contents of this report and the role of the Audit and Scrutiny Panel in the

future oversight and monitoring of the Programme of Work.

Supporting Documents

The Plan for North
Lanarkshire

Appendix 1

The Corporate Improvement Plan impacts on all five priorities

Mapping of Improvement Actions to Programme of Work

AGENDA ITEM 7
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1. Background

1.1 Members will recall the Strategic Self-Evaluation exercise carried out during late
2017 and the subsequent gap analysis and desktop review that resulted in the
creation of the Corporate Improvement Plan (CIP) to capture improvement actions
identified during the evaluation exercise.

1.2 The aim of the CIP was to enable CMT and Elected Members, through the Audit
and Scrutiny Panel, to oversee planned improvement activity from a corporate
perspective.

1.3 The CIP, at the time of development, was aligned with the council’s five priorities
and was populated with improvement activities already underway as well as
recommendations from external inspections and, as previously mentioned, the
actions arising from the self-evaluation exercise.

1.4 The intention was to update the CIP to reflect ongoing and new areas of work as
they arose.

2. A Shared Ambition

2.1 Members will recall previous reports regarding the development of an improvement
programme which focussed on previously published good practice and
encouraged strong links to other management processes to achieve the following.

 The council effectively identifies and co-ordinates its improvement activity and
can demonstrate that this meets its overall priorities.

 Improvement actions effectively address emerging risks and contribute to the
achievement of the council’s priorities.

 Progress and outcomes for the improvement programme are widely reported,
understood and acted upon.

 The impact on the people and communities of North Lanarkshire, as a result of
improvement actions, can be demonstrated.

2.2 When the CIP was approved in April 2018, the 17 improvement actions were
progressed by the appropriate responsible officers with an update on progress
being submitted to the CMT in November 2018.

2.3 In tandem with the aforementioned, Members are aware of the development work
carried out from September 2018 until March 2019 to prepare The Plan for North
Lanarkshire (approved February 2019) and the supporting council Programme of
Work (approved March 2019).

2.4 The Plan for North Lanarkshire together with the Programme of Work provides the
integrated model to deliver on the shared ambition and a significant opportunity to
develop North Lanarkshire as the place to Live, Learn, Work, Invest and Visit.
Partnership support and approval is also in place following approval of The Plan
for North Lanarkshire at the North Lanarkshire Partnership Board (NLP) on 6 March
2019 along with support for developing the supporting programme of work.

2.5 The Plan for North Lanarkshire and the Programme of Work now provide the
strategic framework for mapping all current improvement activities contained within
the CIP to the 25 ambition statements, thus eradicating overlap and duplication.
This action will also endorse the one council/joined up approach to common (i.e.
corporate) areas of work and has been approved by the CMT.
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2.6 This approach has been endorsed during recent discussions with Audit Scotland
to progress the Best Value audit with final outcomes due to be reported to the
Accounts Commission on 9 May 2019.

2.7 Appendix 1 details the 17 improvement actions contained within the CIP and the
mapping to the appropriate reference number contained within the Programme of
Work. The improvement actions remain mapped to the council priorities. Details
of the governance arrangements through the appropriate committee has also been
identified within the appendix.

Next Steps

2.8 Members will recall the Local Government in Scotland Act 2003 makes Best Value
statutory by placing a duty on councils to make arrangements to secure continuous
improvement in performance.

2.9 A good self-evaluation programme is in place to support continuous improvement,
as reflected on by Audit Scotland (March 2019), however, a strengthening of work
around specific improvement actions and delivery timescales is required.

2.10 Moving forward, continuous improvement will remain a strong focus for the
organisation. Improvements will continue to be identified through various
processes, including the Strategic Self-Evaluation Framework, external scrutiny,
audit and inspections, and internal audit areas for management attention. The
actions and timescales will be implemented in accordance with The Plan for North
Lanarkshire and supporting frameworks.

2.11 The Audit and Scrutiny Panel have a key challenge and scrutiny role to play in
terms of The Plan for North Lanarkshire and supporting Programme of Work. As
such, these items will be a recurring agenda item on the Panel’s programme of
scrutiny to enable ongoing oversight and monitoring by Elected Members.

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
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The Plan for North Lanarkshire and the council’s corporate risk management
arrangements are being aligned, where relevant, to ensure that risk is managed at
the appropriate level in the organisation and strategic assessments identify where
risk can be tolerated.

5. Measures of success

5.1 Four of the improvement actions have been addressed and are now complete. The
remaining thirteen actions will be addressed through the implementation of the
Programme of Work to support The Plan for North Lanarkshire.

Linda Johnston
Business Solutions Manager
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Appendix 1
North Lanarkshire Council
Corporate Improvement Plan

Improvement Action Outcome / Impact
Programme of Work
Reference

Committee for
Accountability

Improve economic opportunities and outcomes

Digitise council services

- Reduce the cost base through the removal
of duplication and fragmentation through
consolidation of common activities and
processes.

- Empower and activate customers to be self-
managing.

- Develop and support a community which is
digitally enabled and inclusive, which
supports new methods of delivery to
underpin and strengthen economic growth.

P003, P038, P067, P068,
P069, P070, P071, P072

Policy and Strategy
Committee

Support all children and young people to support their full potential

Progress recommendations
arising from Education
inspection

- Ensure accountability
- Improving learning
- Raising attainment and closing the poverty

related attainment gap

P030, P031, P032, P033,
P034, P035, P036, P037,
P038, P039, P040, P041,
P042, P043, P044, P046,
P047, P048

Education and Families
Committee

Improve the health and wellbeing of our communities

Ensure smart action plans are
in place to support internal
challenge and evaluate and

Improve how we plan and commission services
to achieve better outcomes for people

P049, P050, P051, P052,
P054

Adult Health and Social
Care
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Improvement Action Outcome / Impact
Programme of Work
Reference

Committee for
Accountability

improve performance
Produce a plan to develop a
mixed economy of care
Develop or enhance current
communication strategies to
ensure stakeholders
understand how the
partnership will address issues
Consider how to raise the
profile of some stakeholders in
planning activity

Enhance participation, capacity and empowerment across our communities

Ensure that the work of the
council’s Corporate
Community Empowerment
Group results in the council
adopting a community
engagement strategy that is
informed by, and with help
support, the work of the NLP
and which is consistent with
the requirements of the
Community Empowerment
(Scotland) Act 2015.

- Ensure communities are actively involved in
deciding how public services are planned
and provided.

- Empower community bodies through
transfer of assets.

P0055, P056, P057
Youth, Equalities and
Empowerment Committee

Develop a structured and co-
ordinated approach to public
consultation exercises.

Raise awareness and understanding and
increase options for cross council activities and
efficiencies of scale.

P055
Youth, Equalities and
Empowerment Committee

Provide Extended CMT with an
overview of current
approaches to community

- Raise awareness and understanding and
increase options for cross council working.

- Ensure communities are actively involved in
P055

Youth, Equalities and
Empowerment Committee
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Improvement Action Outcome / Impact
Programme of Work
Reference

Committee for
Accountability

engagement and proposals to
enable communities to
participate in decision making,
planning, delivering, and
reviewing services

deciding how public services are planned
and provided.

- Empower community bodies through
transfer of assets.

Improve North Lanarkshire’s resource base

Undertake review of ALEOS.
Protect the council’s interests and ensure
public money is appropriately spent in line with
following the public pound principles

P010

Policy and Strategy
Committee
Service Committee as
appropriate

Improve the council’s risk
management arrangements.

Enable decision making that is fully informed of
the risks - ensure a risk aware (not a risk
averse approach) to dealing with the financial
challenges.

P074 Audit and Scrutiny Panel

Transformation of assets.
Rationalise assets, improve energy efficiency,
and facilitate community asset transfers.

P002
Policy and Strategy
Committee

Develop the programme of
work to build a sustainable
workforce for the future.

Ensure the council’s resources and staff skills
and capabilities are aligned to priorities and the
collective ambition.

P061 and P062
Finance and Resources
Committee

Review existing arrangements
in relation to staff engagement
activities to assess whether
these are consistent with
management expectations and
are delivering expected
outcomes. Consideration
should also be given to
whether a more strategic
approach to staff engagement
is needed.

Improve staff morale; equip staff to deal with
the challenges, ensure that key corporate
messages are cascaded through services to
staff, are aligned to the corporate vision, and
understood and adhered to by all, and
enhance understanding of key council
messages and priorities.

P064
Finance and Resources
Committee
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Improvement Action Outcome / Impact
Programme of Work
Reference

Committee for
Accountability

Review benchmarking across
the council to identify areas
where efficiencies can be
gained and further work is
required to ensure resources
expended are achieving value
for money, and information
requires to be made more
widely available to support
reporting and decision making
processes.

Ensure benchmarking that appropriately
informs identification of areas for improvement
and decision making processes.

P072 Audit and Scrutiny Panel

Review the council’s approach
to Elected Members training
and development in line with
the council’s corporate
priorities, the council’s
governance framework, and
the specific roles of Members
to raise awareness and
understanding and develop
their knowledge.

- Enhance knowledge and ensure training is
tailored to their role.

- Ensure Members have the right knowledge
and skills to scrutinise council performance
and decision making.

P061
Finance and Resources
Committee

Review the current approach
to improvement,
transformation and evaluating
options for service change and
identify any actions required to
improve the council’s approach
in this matter.

Ensure approaches aligned and make best use
of council resources to improve services.

N/A - complete N/A

Complete work to align the
collective Ambition reports with
the Business Plan and
produce a one council
approach. CMT to then review

Build on work already achieved to cement a
one council vision and one council approach.

N/A - complete N/A
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Improvement Action Outcome / Impact
Programme of Work
Reference

Committee for
Accountability

and identify barriers to delivery
of the council’s collective
ambition.

Implement rolling Strategic
Self-Assessment programme

Ensure a focussed and corporate approach to
identifying areas for improvement with the
biggest potential to have a positive impact on
people.

N/A - complete N/A

Progress reviews through
Transformation programme

Ensure a corporate, one council, approach to
large scale transformational activities.

N/A - complete N/A
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North Lanarkshire Council 

Report 

Audit and Scrutiny Panel 
  

 approval  noting Ref LJ/AM Date 16/05/19 
 
 

Strategic Policy Framework Update Report 
 
 

From  Linda Johnston, Business Solutions Manager 

Email  meenagha@northlan.gov.uk Telephone Alison Meenagh 
01698 302376 

 

 

 

Executive Summary 
 
The purpose of this report is to provide Members of the Audit and Scrutiny Panel with 
an overview of the work which has been ongoing since the streamlined Strategic Policy 
Framework was approved at the former Policy and Resources Committee in 
September 2018.   
 
This report provides an update of progress with the review and details the next steps.  
Ongoing work in this respect will ensure the Strategic Policy Framework continues to 
underpin the delivery of the Plan for North Lanarkshire and supporting Programme of 
Work. 
 

 

 

Recommendations 
 
It is recommended that Audit and Scrutiny Panel: 
 

(1) Notes progress with the review of the Strategic Policy Framework, and 
(2) Notes the timetable for review and development of individual strategies, 

policies, and plans. 
 

 

 

Supporting Documents 
 
The Plan for North 
Lanarkshire 
 

The Strategic Policy Framework impacts on all five priorities 

Appendix 1 
 
Appendix 2 
 

Strategic Policy Framework  
 
Strategic Policy Framework Review Timeline 

 
 

 

1. Background 
 
1.1 Members will recall the report North Lanarkshire − Our Ambition in August 2017 

which set out an ambitious business model for reshaping plans and investment 
for future regeneration activity. This report identified five priority project areas 
which included a review of our approach to policy and practice across the 
council.  

AGENDA ITEM 8
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1.2 The Corporate Management Team (CMT) subsequently approved a report in 

February 2018 which recommended a review of high level strategies, policies 
and plans to create a streamlined Strategic Policy Framework.   
 

1.3 Progress with the review has been subject to reports to CMT and committee, 
including an update within the report The Plan for North Lanarkshire which was 
approved at the Policy and Strategy Committee in February 2019.  
 

  

 
2. Strategic Policy Framework Review  
 
 Progress to date 
 
2.1 A review revealed an accumulation of 81 individual high level strategies, 
 policies and plans (hereafter referred to as strategies) created over many years. 
 Many of these were created in isolation in response to a particular legislative 
 change or in response to a particular occurrence. In some instances, there was 
 no requirement for strategies to make explicit links to corporate goals or 
 planned corporate outcomes. Unsurprisingly this led to fragmentation alongside 
 overlap, duplication and gaps. 

 
2.2  To resolve these issues, and in consultation with management teams and 

officers across the council, a Strategic Policy Framework was developed. This 
is attached as Appendix 1. High level strategies were reduced from 37 to 23, 
and policies and plans from 44 to 9 via a combination of deletion due to 
duplication or rationalisation due to overlap.   
 

2.3 One major rationalisation identified and achieved was the development of the 
Environment Strategy (scheduled to be considered at the Environment and 
Transportation Committee on 1 May 2019).  This brings together all related 
environmental policies under the one document to ensure each takes account 
of, and is aware of, common factors and objectives. These nine separate, but 
linked, sub policies include the Carbon Management Plan, the Biodiversity 
Action Plan and the Core Paths Plan. Work to review these separate 
 elements is either underway or planned to ensure our one council approach to 
the environment is realised.    

 
2.4 To further ensure all strategies are focused on enabling the achievement of our 
 priorities and ambitions, work to develop The Plan for North Lanarkshire 
 included a mapping exercise of strategies, policies and plans against priorities.  
 
2.5 A gap was identified in the need to consult and empower our communities, not 
 least because of our new duties under the Community Empowerment 
 (Scotland) Act 2015. The remit of the planned new Consultation Strategy was 
 therefore widened to include community asset transfer, participatory budgeting, 
 community empowerment and community learning and development. This new 
 Empowerment Strategy will shape and guide engagement with communities to 
 ensure they are involved, ambitious, and empowered to work with the council 
 and our partners to shape future public services.  
 
Next Steps 

 
2.6 The majority of the 32 strategies in the framework are now on a timetable for 

review with one to be confirmed. This timetable is attached as Appendix 2. The 
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Business Solutions Team is working with services on strategies due for review 
to ensure consistency of approach around corporate guidelines.   
 

2.7 The nine sub policies of the Environment Strategy are being reviewed 
separately. Further potential for rationalisation has already been identified via 
an amalgamation of the Active Travel, Access and Local Transport Strategies. 
The Business Solutions Team will work with relevant officers to ensure the best 
outcome is achieved.  

 
2.8 Work is also underway with Corporate Communications to design and construct 

a single point of contact for the framework on the council’s website. One to one 
meetings with Policy Owners are underway to create pages, uncover any gaps 
and raise awareness of the need to ensure webpages under services’ control 
are kept accessible and current.  

 
2.9 Further work will evaluate the impact of the Programme of Work on the 
 framework to ensure strategies continue to align with, and identify resources 
 and working practices required, to deliver on our shared ambition.  
 
2.10 Exercises similar to the work carried out on the Environment Strategy are 

planned for the new Education and Families Improvement Plan with a 
completion date of May 2019.  A new Empowerment Framework to ensure the 
council’s and our partners’ input to achieving the ambitions in The Plan for 
North Lanarkshire is planned for December 2019.     

 
2.11 The Strategic Policy Framework is not a static document; The Business 

Solutions Team will ensure any new policy developments, either local or 
national, will be assessed for inclusion in the framework. For example, a new 
Single Use Plastic Strategy or Action Plan, scheduled for completion in the 
autumn, will be incorporated into the Environment Strategy.  

 
 

 
3. Equality and Diversity 
 
3.1 Fairer Scotland Duty 
 Under the Fairer Scotland Duty all strategies, policies and plans will actively 

consider how we can reduce inequalities caused by socio economic 
disadvantage. The framework itself is therefore not subject to the Fairer 
Scotland Duty although individual strategies will require assessment.  

   
3.2 Equality Impact Assessment 
 Equality Impact Assessments will be undertaken by services when developing 

and/or reviewing individual strategies within the Strategic Policy Framework.  
 

 

 
4. Implications 
 
4.1 Financial Impact 
 Review guidance ensures that all impacts in paragraphs 4.1 to 4.4 will be 

considered for any new or review work carried out on strategies within the 
Strategic Policy Framework.  

   
4.2 HR/Policy/Legislative Impact 
 These impacts will be considered for any work carried out on strategies within 

the framework. 
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4.3 Environmental Impact 
 Any new or review work carried out on strategies within the framework will 

consider environmental impacts.  
  
4.4 Risk Impact 
 The impact of risk will be considered for any new or review work carried out on 

strategies within the framework.  
   

 
5. Measures of success 
 
5.1 All strategies, policies and plans showing clear links to the shared ambition in 

The Plan for North Lanarkshire are in one location on the website and on a 
timetable for regular review.  

   

 
 

 
 
 
Linda Johnston 
Business Solutions Manager 
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Strategic Policy Framework        Appendix 1 

The framework links priorities with strategies, policies and plans 

 

The Plan for North Lanarkshire sets out our five priorities 

1. Improve economic opportunities and outcomes 

2. Support all children and young people to realise their full potential 

3. Improve the health and wellbeing of our communities 

4. Enhance participation, capacity, and empowerment across our communities 

5. Improve North Lanarkshire’s resource base 

Priorities are delivered via 23 strategies 

 
Council  

Corporate Asset Management Strategy 

Economic Regeneration Delivery Plan 

Workforce for the Future Strategy 

Empowerment Framework 

Communication Strategy  

Local Development Plan 

Local Housing Strategy 

Internal Audit Strategy  

Digital and IT Strategy 

Procurement Strategy  

Environment Strategy 

A Strategy for Carers 

 

 

Events Strategy 

Equality Strategy 

Financial Strategy  

Risk Management Strategy 

Tenant Participation Strategy 

Partnership  

Tackling Poverty Strategy  

Tourism Lanarkshire 2020  

Lanarkshire Mental Health Strategy 

Sport and Physical Activity Strategy 

Strategic Development Plan - Clydeplan 

Glasgow City Region Economic Strategy 

 

9 high level policies and plans also enable the achievement of priorities 

 

Health and Social Care Strategic Commissioning Plan 

Community Justice Outcome Improvement Plan 

Education and Families Improvement Plan  

Health and Social Care Strategic Plan 

Child Protection Business Plan 

 

Safety Policy 

Data Protection Policy 

Children’s Services Plan  

Diet and Nutrition Policy 
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Appendix 2 

 

  

 

May Jun Jul Aug Sep Oct Nov Dec Feb Mar Apr May Jun Aug Nov

M

a

y

A

p

r

Risk management strategy reviewed committee reviewed

Economic regeneration delivery plan
E&G 

committee

Communication strategy committee

Local development plan
E&G 

committee
committee

Local housing strategy reviewed committee

Procurement strategy committee reviewed committee

A strategy for carers reviewed committee reviewed

Equality strategy review committee

Corporate asset management strategy
P&S 

committee
reviewed committee

Tenant participation strategy
next review 

starts
committee

Internal audit strategy A&S panel

Digital and IT strategy
T&D 

committee

Events Strategy committee

Tourism Lanarkshire 2020
E&G 

committee
reviewed

Sport and physical activity strategy committee

Strategic development plan - clydeplan

Glasgow city region economic strategy

Lanarkshire mental health strategy
IJB

AH&SC

Workforce for the Future Strategy
P&S 

committee

Tackling poverty strategy
P&S

committee

P&S

committee

Empowerment Framework committee

Financial Strategy
P&S 

committee

Environment Strategy
E&T 

committee

P&S 

committee
reviewed

E&T

committee

P&S 

committee

Safety Policy
committee 

tbc

Data Protection Policy 
reviewed

tentative

Diet and Nutrition Policy reviewed

Health and Social Care Strategic Commissioning Plan IJB

Children's Services Plan reviewed committee

Education and Families Improvement Plan committee committee

Child Protection Business Plan IJB

Health and Social Care Strategic Plan 

Community Justice Outcome Improvement Plan committee?

Plans

The plan is a ten year vision with a review due in March 2026

Policies

Strategic Policy Framework - Review Timeline 

2019 2020

s

t

r

a

t

e

g

i

e

s

T&D stakeholder 

engagement and 

communication

Joint strategy with seven other councils

Joint strategy between eight councils due for review in 2020
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North Lanarkshire Council 
Report 
 

Audit and Scrutiny Panel 
 

 approval  noting Ref LJ/SL/JW Date 16/05/19 
 

Benchmarking Review  
 
 

From Linda Johnston, Business Solutions Manager 

Email LawrieS@northlan.gov.uk 
WigginsJ@northlan.gov.uk   Telephone 01698 302555 

01698 302475 
 

 

 
Executive Summary 
 
The need to improve the council’s use of benchmarking was identified by the Corporate 
Management Team (CMT) in their 2017 self-evaluation exercise which informed the Corporate 
Improvement Plan.   
 
This arose from an awareness that the council carries out many benchmarking activities, but 
the use and benefits from these vary considerably as does the approach, purpose, and extent 
to which information is used to inform performance assessments, service reviews, and 
performance reporting and decision making processes.  There is also inconsistency in terms 
of this information being openly available across the council. 
 
As such, a review of the council’s approach to benchmarking was conducted.  The aim is to 
ensure alignment with The Plan for North Lanarkshire and facilitate benchmarking practices 
that strengthen the information derived from the supporting policy, performance, and self-
evaluation frameworks, and support delivery of the shared ambition. 
 
Moving forward the findings from the benchmarking review will be integrated into the Strategic 
Performance Framework.  This will help to supplement performance reviews and inform 
identification of areas for improvement, where required, and well as ensure appropriate 
contributions to service redesign, change, and decision making processes. 

 
 

 
Recommendations 
 
It is recommended that the Audit and Scrutiny Panel: 
(1) Note the contents of this report and accompanying appendices, 
(2) Note the next steps planned to support the Audit and Scrutiny Panel in fulfilling their role 

in terms of “ensuring the adequacy and effectiveness of the council’s performance and 
improvement arrangements. 
 

 

 
Supporting Documents 
 

The Plan for North 
Lanarkshire 
 

All five priorities 

Appendix 1: Accounts Commission Statutory Direction: 2019/20 to 2021/22 
 

Appendix 2: Benchmarking activity by network 
 

AGENDA ITEM 9
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Appendix 3: Glossary of terms 
 

 

 
1. Background  
 
1.1 Members will recall the Local Government in Scotland Act 2003 makes Best Value 

statutory by placing a duty on councils to make arrangements to secure continuous 
improvement in performance. 
 

1.2 To facilitate this requires councils to demonstrate a commitment to identifying and 
introducing performance improvements in a significant and meaningful way.  A critical 
part of such a commitment is searching for better practice in other organisations which 
can be used to inform changes to service delivery. 

 
1.3 This is traditionally undertaken through benchmarking - a structured and focused 

approach to comparing with others in terms of how services are delivered and what 
performance levels have been achieved.  The purpose of such comparisons is to help 
identify where and how we can do better. 

 
1.4 Benchmarking and making comparison of performance over time, and with other bodies, 

is a fundamental element of the Accounts Commission Statutory Direction for Public 
Performance Reporting (see Appendix 1). 

 
1.5 The Local Government Benchmarking Framework (LGBF) has been an indicator, 

assessed by auditors, in the Statutory Direction since 2013/14.  The latest Statutory 
Direction in Appendix 1 (for the three year period 2019/20 to 2021/22) expands the 
requirement in terms of benchmarking and “requires the council to report on information 
drawn from the LGBF in particular and from other benchmarking activities”. 

 
1.6 Work in 2017, as part of the Strategic Self-Evaluation Framework, identified 

benchmarking as an area for improvement.  Improvement was considered necessary in 
this area in order to ensure that benchmarking appropriately informs future areas for 
improvement, enhances service redesign and decision making processes, and is used 
to its full potential as part of continuous improvement. 

 
1.7 To this end a review of benchmarking activities has been undertaken to identify practices 

in operation across the council, including the use, purpose, and audience for the 
information. 

 
1.8 This report presents the Audit and Scrutiny Panel with the initial findings from the review.  

It also outlines the next steps required to align benchmarking with the five priorities and 
The Plan for North Lanarkshire (as appropriate), and ensure this information is used to 
its full extent to facilitate the Panel’s challenge and scrutiny role.   

 
 

 
2. Benchmarking review 
 
Benchmarking methodology 
 
2.1 The review comprised a questionnaire designed to be completed through face to face 

interviews in order to: 
 

 Identify the range of benchmarking networks and forums in operation across the 
council and the service areas which these cover. 

 Identify benchmarking practices in operation, e.g. data, process, functional, and 
strategic. 

Page 56 of 70



 
 

 Assess the scope and coverage of benchmarking information available and the 
extent to which it supports corporate improvement, reporting, and decision making 
processes. 

 Identify the benefits gained from benchmarking activities. 
 
Benchmarking practices 
 
2.2 The review identified 37 service areas that carry out some form of benchmarking, either 

through a formal or informal network or forum, or through an organisation or body that 
collates and provides comparable data.  

 
2.3 Appendix 2 outlines the networks and forums in operation, and organisations or bodies 

used, by service area.  This shows to some extent more than one benchmarking activity 
taking place across some service areas, however this is not necessarily duplication as 
the indicator frameworks and information available within each differs between networks.   

 
2.4 It should be noted that Appendix 2 does not include service areas that regularly provide 

data returns to the Scottish Government, and whereby a resulting dataset is produced, 
as this is technically not benchmarking. 

 
Types of benchmarking 
 
2.5 There is no single way to undertake benchmarking; there are four main types - data, 

process, functional, and strategic.  The choice of which to adopt should be that which 
best fits the needs of the project or desired outcome.  Appendix 3 provides a description 
of each of the four types of benchmarking. 

 
2.6 Out of the 37 service areas found to be carrying out some form of benchmarking, the 

majority (92%) undertake data benchmarking (as shown in Table 1 below).   
 

Data Process Functional Strategic 

92%  16% 8% 8% 
Table 1 

 
2.7 Data benchmarking, i.e. simply looking at data, even on a comparable basis, is not 

enough to drive improvements in performance.  Good reliable and robust comparable 
data is a useful starting point, but for benchmarking to succeed, there is a need to 
understand what others who achieve better results are doing, to learn from what they do, 
and then apply that learning within the organisation’s context. 

 
2.8 The review identified some service areas that do not carry out any benchmarking.  

However, it should be noted that benchmarking is only one of many continuous 
improvement tools and, as such, it may not be relevant to undertake this in certain service 
areas or projects. 

 
Ways of benchmarking 
 
2.9 Just as there are different types of benchmarking, there are different ways to benchmark 

- internal, sector, competitive, and best in class.  The way in which benchmarking will be 
undertaken will be influenced by the type.  Appendix 3 provides a description of each of 
the four ways of benchmarking. 

 
2.10 Out of the 37 service areas found to be carrying out some form of benchmarking, the 

majority (92%) undertake benchmarking against the sector, i.e. other local authorities (as 
shown in Table 2 below).   
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Internal Sector Competitive Best in class 

19% 92% 3% 11% 
Table 2 

 
2.11 Internal benchmarking was generally found to be undertaken to make comparisons 

across services, or across localities or venues providing the same services.  
 
Use of benchmarking 
 
2.12 As a continuous improvement tool, benchmarking can serve several purposes.  The 

review found this varies across service areas - the main purpose being to contribute to 
statutory reporting requirements (reporting service performance 72%, and public 
performance reporting 67%), followed by helping to set the direction for service’s plans 
and targets, both 46%, (as shown in Table 3 below). 

 
Use % usage in the 37 

service areas  
Reporting service performance 72% 
Public performance reporting 67% 
Assessing performance and setting targets 46% 
Informing service’s plans 46% 
Strategic council plan (note this the review was undertaken before 
final development and publication of The Plan for North Lanarkshire) 33% 
Comparing ways of working during a service review process 23% 
Budget setting 13% 

Table 3 
 
Benefits of benchmarking activities 

 
2.13 In theory benchmarking should help identify and implement good practice which can 

potentially lead to (inter alia) continuous improvement, improved efficiency, improved 
service delivery, and increased customer satisfaction.   

 
2.14 However in practice, 1:1 discussions held as part of the review found that this information 

was not routinely captured and it was difficult to identify or quantify the benefits of 
benchmarking.  Although good practice was identified in some service areas. 

 
2.15 Generally, in the main the benefits gained from benchmarking relate to receipt of 

datasets and annual reports, access to online information, and the network of contacts, 
regular meetings, and workshops it provides.  There is good evidence that benchmarking 
provides a range of contacts that enable regular and invaluable informal discussions that 
help with many day to day activities. 

 
2.16 When reviewing the evidence collected against the benefits expected (noted in 

paragraph 2.13), it is difficult to fully assess the extent to which benchmarking contributes 
to these benefits or to the priorities of the council. 

 
Conclusions and next steps 
 
2.17  Availability and use of benchmarking data - A large proportion of data received is 

maintained at a service level.  This is not consistently shared, analysed, or explored 
further to its full extent (or combined with other relevant information) to enable a 
corporate overview of council performance that identifies areas for further investigation. 
 
Moving forward, benchmarking will be an integral part of the Strategic Performance 
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Framework to ensure that this type of information appropriately supplements 
performance reviews, informs identification of areas for improvement (where required), 
and ensures contributions to service redesign, change, and decision making processes. 
 
Further work in this respect is being taken forward by the Business Solutions team in 
collaboration with services to ensure that future reports to the Audit and Scrutiny Panel 
(in line with The Plan for North Lanarkshire and supporting Programme of Work) provide 
Members with as fully an informed picture as possible. 

 
2.18 Benefits - The review identified some areas where benchmarking data is being fully 

explored and used as part of a package of information for service review purposes. 
However, further evidence was not easily quantifiable.   
 
Benchmarking should ultimately contribute to enhancements in the quality and efficiency 
of service delivery as well as improved outcomes for communities.  Ways to maximise 
the use of benchmarking information in this respect are being explored by the Business 
Solutions team, in collaboration with services, as part of the Strategic Performance 
Framework and Self-Evaluation Frameworks approved at Policy and Strategy 
Committee in February 2019. 

 
2.19 To allow the Audit and Scrutiny Panel to fulfil their role in terms of “ensuring the adequacy 

and effectiveness of the council’s performance and improvement arrangements”, further 
updates will be provided to the Panel on the alignment of benchmarking information to 
The Plan for North Lanarkshire and Programme of Work, and integration within the 
supporting policy, performance, and self-evaluation frameworks.    

 
 

 
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 

None. 
 
4.2 HR/Policy/Legislative impact 

The Local Government Act 1992 set the standards for reporting performance and making 
appropriate comparisons over time and with other bodies (by reference to the criteria of 
cost, economy, efficiency, and effectiveness and of securing Best Value). 
 
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”.   
 
Public Performance Reporting (PPR) is required which adheres to the Accounts’ 
Commission Statutory Direction.  The Direction also requires that councils report 
information which sets out performance in improving local services and local outcomes. 
 
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. 
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4.3 Environmental impact 

None. 
 
4.4 Risk impact 

The Plan for North Lanarkshire and the council’s corporate risk management 
arrangements are being aligned, where relevant, to ensure that risk is managed at the 
appropriate level in the organisation and strategic assessments identify where risk can 
be tolerated. 
 

 

 
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 on improving services and outcomes for the people and communities 
of North Lanarkshire. 

 
 

 
 

 
 
Linda Johnston 
Business Solutions Manager 
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Appendix 1 
Accounts Commission Statutory Direction 
2019/20 to 2021/22 
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Appendix 2 
Benchmarking activity by network 
 

Network / Forum 
 

Network description Service areas 

Local Government 
Benchmarking 
Framework (LGBF) 

The LGBF is a high-level benchmarking tool designed to support senior 
management teams and elected members to ask questions about key council 
services. 
 
It reflects a commitment by SOLACE (Scotland) and COSLA to develop 
better measurement and comparable data as a catalyst for improving 
services, targeting resources to areas of greatest impact, and enhancing 
public accountability. 
 
The framework provides high-level can openers which are designed to focus 
questions on why variations in cost and performance are occurring between 
similar councils.  They do not supply the answers.  That happens as councils 
engage with each other to drill down and explore why these variations are 
happening. 
 
The LGBF helps councils compare their performance against a suite of 
efficiency, output, and outcome indicators that cover all areas of local 
government activity.  The framework now has 8 years of data. 
 
Publication of the LGBF is required to form part of each council’s statutory 
duties for public performance reporting. 

Adult social work / social care 
Asset management 
Business development 
Children’s social work 
Economic development 
Education  
Employability 
Environmental health 
Equalities 
Financial management 
Grounds maintenance 
Housing management 
Housing quality 
Libraries 
Museums 
Parks 
Planning 
Procurement 
Protective services 
Roads 
Sickness absence 
Sports and leisure 
Trading standards 
Waste 

The Association for Public 
Service Excellence 
(APSE) 

APSE (Association for Public Service Excellence) is a not for profit 
unincorporated association working with over 300 councils throughout the 
UK.  
 
Promoting excellence in public services, APSE is the foremost specialist in 
local authority frontline services, hosting a network for frontline service 
providers in areas such as waste and refuse collection, parks and 
environmental services, cemeteries and crematorium, environmental 
health, leisure, school meals, cleaning, housing, and building maintenance. 
 

Cemeteries 
Environmental health 
Facilities services  
Fleet 
Grounds maintenance 
Trading standards 
Waste 
 

Page 62 of 70



 
 

Network / Forum 
 

Network description Service areas 

Scottish Local Authorities 
Economic Development 
(SLAED) 

The SLAED Group is a network of senior officials from economic 
development teams across all 32 Scottish local authorities. 
  
SLAED are a national voice for local economic development services in 
Scotland, linking the work of member councils with wider partners towards 
supporting economic development through investment and employment in 
local areas. 

Business development  
Economic development 
Employability 
 

Heads of Planning 
Scotland (HOPS)  

HOPS is the representative organisation for senior planning officers from 
Scotland’s local authorities, national park authorities, and strategic 
development planning authorities. 

Planning 

Chartered Institute of 
Public Finance and 
Accountancy (CIPFA) 

CIPFA benchmarking clubs look at the key functions affecting efficiency such 
as finance, governance, revenues and benefits, HR, legal, and democratic 
functions. 
 
All reports are prepared using extensive analysis and robust validation of 
data.  Access is also given to all the raw data plus an analysis tool. For 
further context, a consultancy service provides insight around financial and 
other service performance outcomes. 
 
Benchmarking club members are invited to review meetings which provide an 
opportunity to network with peers and share advice.  

Audit  
Corporate property 
Financial management 
Insurance and risk 
Revenues and benefits 
Treasury 
 

Scottish Housing 
Regulator (SHR) 

The SHR are the independent regulator of Registered Social Landlords 
(RSLs) and local authority housing services in Scotland.  The SHR were 
established on 1 April 2011 under the Housing (Scotland) Act 2010 and have 
one statutory objective, to: "safeguard and promote the interests of current 
and future tenants of social landlords, people who are or may become 
homeless, and people who use housing services provided by registered 
social landlords (RSLs) and local authorities".  
 
The SHR regulate social landlords to protect the interests of people who 
receive services from them. This is done by assessing and reporting on how 
social landlords are performing their housing services, RSLs’ financial well-
being, and RSLs’ standards of governance. 
 
32 Scottish local authorities and 160 Registered Social Landlords are 
members. 

Housing management 
Housing quality 

Scottish Housing BV 
Network (SHN) 

Scotland's Housing Network is a consortium of local authority and housing 
association landlords working together to drive up performance and deliver 

Housing management 
Housing quality 
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Network / Forum 
 

Network description Service areas 

quality services by means of benchmarking, self-assessment, and practice 
exchange. 

HouseMark HouseMark is one of the UK housing sector’s largest membership 
organisations, providing solutions and opportunities to drive performance 
improvements. 
 
A rich warehouse of data and insight enables HouseMark to deliver business 
intelligence tailored to the ambitions of the organisation and the sector’s drive 
for business improvement, value for money, and transformation. 
 
This is carried out through data analysis, insight, business intelligence and 
knowledge sharing across both social and commercial sectors. The aim is to 
enable customers to build even better businesses and achieve outstanding 
performance.  
 
HouseMark is jointly owned by the Chartered Institute of Housing and the 
National Housing Federation. 

Housing management 
Housing quality 

Scotland Excel Scotland Excel is the Centre of Procurement Expertise for the local 
government sector and is a non-profit shared service funded by Scotland’s 32 
local authorities.  Their services are designed to help councils meet the twin 
challenges of reducing budgets at a time of growing demand. Collaborative 
procurement increases efficiency and ensures money is saved to protect front 
line services. In addition, by working together through Scotland Excel, councils 
can realise a host of social, economic, and environmental benefits from their 
spend. 
  
Scotland Excel also offers a learning and development programme, and 
provides assessment, consultancy, and improvement services to help 
councils transform their procurement capability.   
 
Councils are assessed by Scotland Excel through the Procurement 
Commercial Improvement Programme (PCIP). This focuses on the policies 
and procedures driving procurement performance and more importantly, the 
results they deliver.  The PCIP consists of 24 questions divided into four 
sections which cover the breadth of procurement activity.  The PCIP 
assessment covers a comprehensive review of procurement activity across 
the council and not just the activity of the Corporate Procurement Team. 
 

Procurement 
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Network / Forum 
 

Network description Service areas 

They also represent the sector nationally on all matters relating to public 
procurement, and provide procurement support for national initiatives, e.g. 
the Scottish Government’s Affordable Housing Supply Programme (AHSP). 

Society of Chief Officers 
of Transportation in 
Scotland (SCOTS) 

SCOTS is a strategic body comprising of transportation professionals from all 
the 32 councils and the 7 regional transport partnerships. The society's work 
involves improving performance and innovation in the design, delivery, and 
maintenance of transportation systems. 
  
This is done by actively influencing important aspects of transportation at the 
highest levels in Scottish Government, by responding to consultations, 
providing advice on legislation as it is developed or implemented, and 
advising COSLA, local authorities and stakeholders.  
  
A priority is to improve the performance in the way things are done. This 
could be by developing best practice through publishing guidelines such as 
the SUDS for Roads or through training courses for staff across Scotland. It 
can also be achieved through partnership working where issues are identified 
such as the need to have a Scottish road maintenance condition survey.  
Another project is in progress to enhance road asset management plans in a 
standard way across Scotland. 
  
SCOTS is also involved in research in key areas which affect local authorities 
through working with stakeholders such as Transport Scotland. An important 
role is to encourage networking and sharing of information among members 
and stakeholders. 

Roads 

Scottish Road Works 
Register (SRWR) 

The SRWR is a national computerised database system for the electronic 
transfer, retention, and management of road works data utilising internet 
access.  It is one of the few completely national systems anywhere in the 
world. 
 
The 3 main reasons for having a Register are to provide: 
 A central tool for road works authorities and utility companies to use to 

assist them in the planning and coordination of works on Scottish roads. 
 A source of data for indicators to determine performance in relation to 

some aspects of the undertaking of works on Scottish roads. 
 An accurate source of information for the public and interested 

organisations regarding future, ongoing and past works on Scottish roads. 

Roads 
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Keep Scotland Beautiful Keep Scotland Beautiful are a charity that campaigns, acts and educates on 
a range of local, national, and global issues to change behaviour and improve 
the quality of people’s lives and the places they care for.  
 
Keep Scotland Beautiful lead the way on improving Scotland’s environment, 
tackling a wide range of environmental issues, from reducing the amount of 
litter on streets to cutting the carbon emissions that threaten the planet.  
 
Having been part of the environmental landscape for over 50 years, Keep 
Scotland Beautiful draws together government, local authorities, businesses, 
community groups, and individuals in this common cause.   

Grounds maintenance 
Street cleaning 

Social Enterprise 
Scotland 

Social Enterprise Scotland is an independent, Scottish, membership-led 
organisation, built and controlled by social enterprises.  
 
Social Enterprise Scotland are the first point of contact for the media and 
public and promote a positive vision for social enterprise.  
 
Membership is open to anyone.  

Business development 

Institute of Revenues 
Rating and Valuation 
(IRRV) 

A key aim of the IRRV is to support its members’ professional and personal 
development and the sharing of best practice. Members are kept informed of 
current issues through magazines, publications, and a comprehensive 
website. Conferences and meetings offer opportunities for networking with 
other professionals from the UK and overseas while the forum service 
continues to attract new organisations each year; the current membership 
now exceeds 200. 
  
The IRRV seeks to influence the course of legislative and professional 
matters through dialogue with government bodies and other professional 
organisations and through commissioning and conducting original research.  

Revenues and benefits 

CIPFA Treasury 
Management Forum 

The Treasury Management Forum is funded solely from its members.  The 
forum is independent from, but has a presence on, the Treasury Management 
Panel and also regularly submits information to the CIPFA Scottish Branch of 
the Directors of Finance on topical issues. It has developed strong 
communication links with other stakeholders including the Scottish 
Government, CIPFA, and treasury consultants.  The forum meets regularly 
throughout the year and consistently attracts high pedigree speakers. 
 

Treasury management 
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In recent years, given the ever-increasing profile and specialist nature of 
treasury management, the forum has been invaluable in providing a forum for 
open discussion and debate. It promotes the development of best practice 
and provides an impartial and informal environment for practitioners 
throughout the public sector in Scotland to share knowledge. 
 
The membership embraces all councils in Scotland as well as several in the 
north of England. Health trusts, housing associations, water authorities, and 
higher/further education institutions are also welcomed as members. 

LGcommunications 
(LGcomms)  

LGcommunications (LGcomms) is a national body made up of an association 
of authorities working to raise the standard of communications in the public 
sector. 

Communications 

Insight - Benchmarking 
for Excellence 

Insight - Benchmarking for Excellence is a major online benchmarking tool 
designed to help bring about improvements for learners in the senior phase 
(S4 to S6).  
 
It is a professional tool for secondary schools and local authorities to identify 
areas of success and where improvements can be made. 

Attainment performance 
Destinations of school leavers 
Education attendance / exclusions 
Profiling of school population in local authority 
Scottish Index of Multiple Deprivation (SIMD) 
analysis 

Scottish Councils’ 
Equality Network 

The Equality Network was founded back in 1997 as a national organisation 
working for LGBT rights and equality in Scotland and 2014 for LGBTI rights 
and equality in Scotland. 

Equalities 

Food Standards Scotland Food Standards Scotland works closely with 32 local authorities across 
Scotland to make sure feed and food law is applied throughout the food 
chain.  
 
Regular assessments facilitate comparative data and identification of areas 
for improvement.  

Environmental health 

National Records 
Scotland (NRS) 

National Records of Scotland (NRS) is a non-Ministerial Office of the Scottish 
Government.  
 
Their purpose is to collect, preserve, and produce information about 
Scotland's people and history and make it available to inform current and 
future generations. 
 
The NRS was established on 1 April 2011, following the merger of the 
General Register Office for Scotland (GROS) and the National Archives of 
Scotland (NAS).  

Registration services 

Scottish Information The Scottish Information Commissioner promotes and enforces the public's Data protection 
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Commissioner right to access the information held by Scottish public authorities. Freedom of Information 
Working Matters Working Matters are a firm of Work Psychologists and affiliated professions 

dedicated to improving the effectiveness, performance, and well-being of 
employees in the workplace.  

Employability 

Business Gateway As well as 1:1 local advice, Business Gateway have an advanced business 
development programme as well as half day workshops. Online resources 
include free market research and market reports.  

Business development 

Business Loans Scotland Business Loans Scotland is a consortium of Scotland’s local authorities, set 
up to manage loan funds providing funding to new and growing small and 
medium sized businesses across Scotland. 

Business development 

Skills Development 
Scotland (SDS) Data Hub 

SDS is Scotland’s national skills body, contributing to Scotland’s sustainable 
economic growth by supporting people and businesses to develop and apply 
their skills. SDS work with a range of partners to provide services that deliver 
the very best outcomes for Scotland’s people, businesses, and the economy. 

Education  

Scottish National 
Standardised 
Assessments (SNSA) 

School children in P1, P4, P7 and S3 complete online standardised 
assessments in literacy and numeracy as part of everyday learning and 
teaching.  The assessments help to identify children’s progress, providing 
diagnostic information to support teachers' professional judgement.    
The Scottish Government developed the Scottish National Standardised 
Assessments as part of the National Improvement Framework. 
 
The single, nationally consistent set of standardised assessments has been 
designed to align with the way education is delivered in Scotland through 
Curriculum for Excellence. 

Education 

SEEMIS Business 
Intelligence 

SEEMiS Group is an Education Management Information System (MIS) 
provider. As the standard MIS within Scottish Education, all local student data 
is processed and managed by SEEMiS software offering interfaces with 
external agencies such as ScotXed and SQA. 
 
By working closely with its members and the strategic bodies responsible for 
the education direction in Scotland, SEEMiS looks to continually improve its 
product set and support local authorities and their associated schools to 
deliver their statutory and discretionary responsibilities. 

Education 

Scottish Qualifications 
Authority  

The Scottish Qualifications Authority is the executive non-departmental public 
body of the Scottish Government responsible for accrediting educational 
awards.  SQA create and develop internationally recognised qualifications 
and services. 

Education 

Page 68 of 70



 
 

Network / Forum 
 

Network description Service areas 

West Community 
Learning and 
Development Alliance 

The West Community Learning and Development Alliance brings together 
practitioners from the west of Scotland to co-ordinate and share CPD 
opportunities.  Members comprise Argyll and Bute, East Dunbartonshire, East 
Renfrewshire, Glasgow, Inverclyde, North Lanarkshire, Renfrewshire, South 
Lanarkshire, West Dunbartonshire.  

Community learning and development 

Community Learning and 
Development Managers 
Scotland 

Informal network for local authority services, further education, community 
planning, voluntary, and third sector organisations. 

Community learning and development 

National Communications 
Group 

Informal national group for Heads of Communications Services. Communications 

Local Authority 
Benchmarking Club 

Informal network managed by West Lothian Council; open to all 32 Scottish 
local authorities. 

Property management 

Scottish Tree Officer’s 
Group (STOG) 

The STOG is a constituted association formed by officers from Scottish local 
authorities and National Park Authorities. It has members from 33 of 
Scotland’s 34 local authorities and national park authorities. 
 
Its aim is to enhance, support and promote the management and protection 
of trees and woodland and provide a forum for the exchange of ideas and 
the enhancement of knowledge and procedures relating to tree and 
woodland management and protection in Scotland. 

Arboriculture 

Greenspace Scotland, 
Park Manager’s Forum 

The Forum provides a professional network for park managers, park 
development officers and other local authority colleagues working in parks 
and greenspace to share experience and practice. 

Parks and countryside 

Scottish Performance 
Management Forum 
(PMF) 

Informal network set up in 2009 by North Lanarkshire Council, and chaired 
and managed by the council since then; open to all 32 Scottish local 
authorities. 

Strategic planning, performance management 
and reporting, improvement, best value, and 
public performance reporting 

Local Authority 
Complaint’s Handlers 
Network (CHN) 

Informal network set up by North Lanarkshire Council in 2012; open to all 32 
Scottish local authorities. 

Complaints handling, complaints performance 
analysis and reporting, learning from complaints 

 
Benchmarking activities no longer undertaken 

 Society of Local Authority Lawyers and Administrators (SOLAR) - Legal services (the council 
remains a member of SOLAR, but the benchmarking aspect and group is no longer in operation). 

 Health and Community Care Benchmarking Network - Adult social care. 
 Registration Working Group - Registration services. 
 Society of Information Technology Management (SocITM) - IT.  
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Appendix 3 
 
Glossary of terms 
 
Benchmarking 
There are many definitions of benchmarking but it is best thought of as a structured and focused 
approach to comparing with others how services are provided and what performance levels have 
been achieved.  The purpose of such comparison is to enable an organisation to identify where 
and how they can do better.  In short, benchmarking is concerned with finding and implementing 
good practice and improvement wherever it is found and it is appropriate to do so. 
 
Benchmarks 
One of the common misconceptions is that benchmarking is simply about comparing numerical 
performance levels across different organisations.  Comparison of such performance levels is 
important, but these numerical measures are best referred to as benchmarks. 
 
Types of benchmarking 
 Data benchmarking is not strictly benchmarking as such but an analysis of benchmarking 

data.  This involves comparison of performance in key areas (such as cost, quality, outcome, 
customer satisfaction) against a benchmark.  This can be useful in comparing performance 
with other councils as it provides a yardstick and helps to identify areas where performance 
is better or worse than others.  However, such benchmarks are really just the start of 
benchmarking for performance improvement. 

 Process benchmarking involves the comparison and measurement of a specific process 
against a similar process within the council or with another organisation.  The purpose of this 
type of benchmarking is to see, by learning from others, how to improve our own processes. 

 Functional benchmarking involves comparing the structure and performance of an entire 
function in the organisation with a comparable function elsewhere (e.g. the entire recruitment 
function rather than simply one of its key processes).  Functional benchmarking can be useful 
for reviewing alternative approaches to providing a service as part of an options appraisal 
exercise. 

 Strategic benchmarking is used to compare strategic approaches or initiatives across 
organisations.  Organisations may have some strategic goals which are comparable and 
comparing approaches to achieving these can be productive.  For example, most 
organisations (private or public) will have a communications strategy that could be 
benchmarked in terms of the different approaches taken. 

 
 
Ways to benchmark 
 Internal - this involves benchmarking against other parts of the council and is usually 

undertaken as part of data or process benchmarking.  Comparable processes are usually to 
be found in other parts of most organisations and seeing how someone else undertakes some 
activity can be productive.  This is particularly useful for multi-sites where similar functions 
are carried out at the different sites and benchmarking can help bring all parts of the 
organisation up to the same level of performance. 

 Sector - this involves comparing the council with other councils and can be undertaken as 
part of data, process, function, or strategic benchmarking.  Such an approach allows for 
comparisons with at least part of the outside world however such an approach can lead to 
identifying shared reasons why performance cannot be improved. 

 Competitive - this is generally external benchmarking that focuses on those organisations 
that are seen as competitors. 

 Best in class - this is a form of external benchmarking focussing specifically on those 
organisations that are judged to be best in class in terms of a particular process, function, or 
strategy. 
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