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Executive Summary 

Members of the Environment and Transportation Committee will recall being part of the 
pilot in cycle 3 of 2021 to report the latest performance results to service committees in line 
with the council’s Strategic Performance Framework.  Following the successful completion 
of the pilot, six monthly Strategic Performance Framework reporting is now being rolled out 
for all head of service areas. 
 
This report herewith therefore presents the six monthly update with the latest performance 
results for Regulatory Services and Waste Solutions.  This is based on the most up to date 
information available as at the time of reporting in order to provide as live a picture of 
performance as possible.  Relevant information is also included from the suite of nationally 
developed COVID indicators, set up in 2020 to enable important aspects of the impact of 
the pandemic to be monitored.    
 
Roll out of the pilot in this way will ensure the continued implementation of the Strategic 
Performance Framework. Members will recall as one of five inter-related corporate 
frameworks - which are key to assessing the success of The Plan for North Lanarkshire 
and monitoring delivery of the Programme of Work (while ensuring each stage of delivery 
towards achieving the overall ambitions is appropriately planned, guided, implemented, 
and governed) - the Strategic Performance Framework enables progress against strategic 
priorities and day to day operations to be regularly reported to service committees.  This 
enables Elected Members to monitor and scrutinise service performance in order to identify 
areas requiring further investigation or improvement. 
 

Recommendations 

 
It is recommended that the Environment and Transportation Committee: 
 
(1) Review the high-level performance overview presented in Appendix 1, and the 

supporting data contained within the linked Excel spreadsheet, and identify where 
further information is required to understand or investigate performance further. 
 

The Plan for North Lanarkshire 

Priority  Enhance participation, capacity, and empowerment across our 
communities 



 

 

 
1. Background 
 
1.1 Members will recall the previous report in August 2021 presented the Environment and 

Transportation Committee with the latest performance results for Regulatory Services 
and Waste Solutions for further review and scrutiny. 
 

1.2 At that time Regulatory Services and Waste Solutions was one of three pilot reports 
presented to committee in cycle 3 of 2021 to continue the arrangements implemented 
across service committees in 2019 and 2020 in terms of reporting performance in line 
with the council’s approved Strategic Performance Framework.   
 

1.3 The Strategic Performance Framework is part of the suite of five inter-related corporate 
frameworks (Policy, Governance, Performance, Self-Evaluation, and Programme and 
Project Management), which are key to assessing the success of The Plan for North 
Lanarkshire and monitoring delivery of the Programme of Work (while ensuring each 
stage of delivery towards achieving the overall ambitions is appropriately planned, 
guided, implemented, and governed). 

 
1.4 The report in August 2021 reaffirmed the responsibilities of the Environment and 

Transportation Committee in respect of Strategic Performance Framework reporting 
requirements and set out the latest performance results for Regulatory Services and 
Waste Solutions.  The latest results presented also included trends from previous years 
to enable an assessment of the impact of the pandemic on the delivery of council 
services over time.   

 
1.5 The suite of performance indicators also included information from a nationally 

developed COVID data dashboard, set up to enable important aspects of the council’s 
response to the pandemic to be monitored. This also ensured that the suite of 
information presented reflected as full and complete a picture of service performance 
as possible. 
 

1.6 Feedback from the three pilot reports was positive and, as such, this approach is now 
being rolled out across all head of service areas.  This will see six monthly performance 
reports to service committees that aims to achieve the best fit between reporting on 
progress against the council’s long-term vision and delivering on what matters today 
locally. 
 

1.7 This report herewith therefore presents the six monthly update with the latest 
performance results for Regulatory Services and Waste Solutions to enable Elected 
Members to monitor and scrutinise performance in order to identify areas requiring 
further investigation or improvement. 

 
Strategic Performance Framework 
 
Environment and Transportation Committee responsibilities 
 
2.1 In line with the terms of reference outlined in the Scheme of Administration, the 

Environment and Transportation Committee is responsible for monitoring and 

Ambition statement (17) Ensure we keep our environment clean, safe, and attractive 

Ambition statement (16) Transform our natural environment to support wellbeing and 
inward investment and enhance it for current and future 
generations 



 

 

reviewing performance information for the following Ambition Statements from The 
Plan for North Lanarkshire: 

 

16. Transform our natural environment to support wellbeing and inward investment 
and enhance it for current and future generations. 

17. Ensure we keep our environment clean, safe, and attractive. 

 
2.2 The high-level performance overview in Appendix 1 presents Members with a summary 

of the latest results for each performance indicator within the remit of the Head of 
Regulatory Services and Waste Solutions. 

 
2.3 The information in Appendix 1 comprises the following: 
 

• An ideal direction arrow - this indicates whether a higher or lower figure is the 
preferred direction of travel.   
 

 
• Measurement unit - for example whether the result is a %, a number, a unit cost 

(in £), or a ratio. 
• Performance results for the last four financial years (depending on availability of 

data) along with the latest year’s target and corresponding RAG status (for 
indicators where it is appropriate to set targets).     

 
 
 
 
 

• The most recent monthly or quarterly results, along with the corresponding target 
and RAG status.  Note the inclusion of this information is dependent on the 
measurement frequency of the indicator and availability of data as at the time of 
reporting.  

• A trend graph - this captures the direction of travel achieved over the four financial 
years and includes the most recent monthly or quarterly results where available. 

• Comments - narrative summarising the current position and providing an 
explanation for any significant variations in performance.  Where applicable, this 
narrative also highlights the effect of the pandemic on service delivery, e.g. any 
increase or decrease in the volume of transactions or enquiries processed. 

 
2.4 A large volume of data supports the high-level performance overview in Appendix 1.  

This is outlined in the latest performance results for Regulatory Services and 
Waste Solutions Excel spreadsheet which is available through the following link for 
Members to carry out a deep dive and review and scrutinise each performance indicator 
further.  The Menu on the second tab of the spreadsheet contains built in hyperlinks 
that automatically take the user to a tab for each performance indicator and therefore 
provides a useful navigation aid to review the contents of the file. 
• Environment and Transportation Committee  

 
2.5 The alignment of Regulatory Services and Waste Solutions operations to The Plan for 

North Lanarkshire is also set out in a tab within the spreadsheet. This shows 
Programme of Work and Strategic Policy Framework responsibilities for this service 
and is included to ensure strategy and policy remain connected to delivery and the 
performance levels achieved therein. 

 
National COVID dataset 
 

 A higher figure is better 

 A lower figure is better 

Key to RAG status 
 Performance is on target and/or within acceptable thresholds 
 Performance does not meet target and is outwith acceptable thresholds 
 Performance surpasses the target and exceeds expectations 

file://///ad-file/MembersPublic/Committee%20Papers/Environment%20and%20Transport%20Committee
file://///ad-file/MembersPublic/Committee%20Papers/Environment%20and%20Transport%20Committee


 

 

2.6 During 2020, work by COSLA and the Improvement Service highlighted that the 
pandemic had underlined the importance of securing accurate and meaningful 
information (reported regularly) for use by a wide range of public sector organisations.  
As a result, a national COVID data dashboard of performance indicators was 
developed.  Largely built from existing data returns, this provides a suite of information 
through which important aspects of the impact of, and response to, the pandemic could 
be monitored.   

 
2.7 From a Regulatory Services and Waste Solutions perspective, there is one COVID 

indicator in the suite.  In particular, the impact of the pandemic is notable in the volume 
of environmental health / trading standards business advice and enforcement activity.  
This shows from May 2020 to April 2021, the council dealt with 7,831 enquiries in 
relation to the pandemic (i.e. business advice requests on compliance, public enquiries 
/ complaints regarding compliance, and business interventions that are initial 
assessments of compliance and follow-ups to assess compliance). In 2021/22 - from 
April to December to date - there have been 1,310 enquiries. 

 
Next steps 
 
2.8 As noted in the report in August 2021, the Strategic Performance Framework is 

supported by a Performance Reporting Schedule.  This sets out the arrangements for 
service, statutory, and Strategic Performance Framework reporting to committee.  In 
this respect the Environment and Transportation Committee can expect to receive the 
following in respect of Regulatory Services and Waste Solutions. 
 

Report Description Committee cycle 
Food law service 
plan 

All local authority regulators of food safety 
are required to plan their enforcement and 
advisory activities and in accordance with 
independent auditor preference, present 
that plan before a relevant committee for 
its approval. 

Cycle 3 each year 

Resilience and 
business 
continuity 

The Civil Contingencies Act 2004 and the 
Civil Contingencies Act 2004 (Contingency 
Planning) (Scotland) Regulations 2005 
define local authorities as Category 1 
Responders and as such the council is 
required to fulfil the statutory obligations in 
respect of contingency planning and 
business continuity. 

Cycle 4 each year 

Strategic 
Performance 
Framework 

Latest performance results in line with The 
Plan for North Lanarkshire and Programme 
of Work. 

Cycles 3 and 1 each 
year 

 
 

3. Public Sector Equality Duty and Fairer Scotland Duty 
 
3.1 None identified. 
    

 
4. Impact 
 
4.1 Financial impact 

None identified. 
 

4.2 HR policy / Legislative impact 



 

 

Implementation of the Strategic Performance Framework, and Member’s scrutiny of 
performance results therein, supports the council’s ability to demonstrate Best Value in 
line with the Local Government in Scotland Act 2003 and ensure compliance with good 
governance that is consistent with the national Delivering Good Governance in Local 
Government: Framework (2016). 
 

4.3 Technology / Digital impact 
 Improvements in the presentation of performance information to various audiences is 

being advanced further in line with the development of the DigitalNL work package for 
the Business Intelligence Hub. 

 
4.4 Environmental / Carbon impact 

The council’s carbon footprint is calculated using various pieces of information; this 
includes all municipal waste (domestic and non-domestic), water (supply and 
treatment), and the corporate fleet and private car usage for business travel. 

 
4.5 Communications impact 
 None identified. 
 
4.6 Risk impact  
 The implementation of the Strategic Performance Framework, and Member’s scrutiny 

therein, contributes towards the mitigation of the risks on the Corporate Risk Register 
for Governance, Leadership, and Decision Making and Managing Strategic Change. 

 
 

5. Measures of success 
 
5.1 Regular scrutiny of performance information facilitates good governance and enables 

the council to pursue delivery of the Programme of Work and The Plan for North 
Lanarkshire effectively, while underpinning this with controls and the management of 
risk. 
 

5.2 Regular strategic oversight and scrutiny of performance contributes to ensuring 
resources are directed in accordance with agreed policy and according to priorities, 
while ensuring sound decision making and clear accountability for the use of resources 
in achieving improved outcomes for service users and the local community. 

  
 

6. Supporting documents 
 
6.1 Appendix 1 -  High-level performance overview 
 
6.2 Latest performance results for Regulatory Services and Waste Solutions Excel 

spreadsheet which is available through the following link:  
• Environment and Transportation Committee  

 
 
 

 
Andrew McPherson 
Head of Regulatory Services and Waste Solutions  

file://///ad-file/MembersPublic/Committee%20Papers/Environment%20and%20Transport%20Committee
file://///ad-file/MembersPublic/Committee%20Papers/Environment%20and%20Transport%20Committee


 

 

Appendix 1 

Regulatory Services and Waste Solutions 
High-level performance overview - as at December 2021 

 

 
 
 

ideal 

direction

unit of 

measure-

ment

2017/18 2018/19 2019/20 2020/21
2020/21 

target

2020/21 RAG 

status
2021/22 ytd

2021/22 

target

2021/22 RAG 

status
trend comments

[1]  building warrant first reports - 

% issued within 20 working days
 % 89.5 91.6 90.8 97.4 92.0 74.7 94.0

The volume of first reports processed in 2019/20 (2,619) increased almost 

50% from the previous year; this level continued in 2020/21 (with 2,529 

first reports processed). 1,593 first reports have required to be processed 

in 2021/22 to date (a 12% decrease on the volume at the same time last 

year). The pandemic resulted in an increase in design work and building 

warrant submissions, and a shift in focus during the early phases of the 

pandemic from site work to building warrant submissions.  Staff 

shortages, support issues, and system outages have since impacted on 

the latest performance results achieved.

[2]  completion certificates - % 

requests responded to within 6 

working days
 % 91.8 90.4 89.4 77.8 95.0 57.0 95.0

The volume of completion certificates processed in 2020/21 (1,458) 

decreased by 40% from 2019/20 (2,297) due to the effects of the 

pandemic noted above.  However, the current volume of activity has now 

seen almost a 70% increase compared to the same period last year with 

940 completion certificates requiring to be processed in 2021/22 to date.  

This, combined with administrative constraints, technological challenges, 

and the logistics of undertaking inspection activities while maintaining 

Covid compliant safe systems of work has impacted upon performance 

levels.

[3]  building warrants - % 

released within 6 working days
 % 97.3 83.3 54.0 95.7 97.0 61.9 97.0

The volume of building warrants processed in 2020/21 (729) has trebled 

from 2018/19 and, as noted above, the pandemic resulted in an increase 

in design work and building warrant submissions.  Recenty activity has 

decreased with 197 building warrants requiring to be released in 2021/22 

to date.  Staff shortages, support issues, and system outages have 

impacted on the latest performance results achieved.

[4]  food safety standards - % of 

eligible premises achieving the 

national Food Hygiene 

Information Scheme (FHIS) pass 

award

 % 93.8 94.3 94.1 94.3 91.0 94.3 92.0

During the height of the pandemic most premises were shut down, 

and/or only able to provide a take away service so food hygiene checks 

were paused accordingly.  These recommenced on 1st October 2021 

under advisement from  Food Standards Scotland and now incorporate 

the Food Law Rating Scheme (FLRS) which combines the rating systems 

for Food Hygiene and Food Standards into one Food Law Intervention 

scheme based upon a new Food Business performance model that will 

target resources on high to medium risk and non-compliant businesses.  

The figures reported to date reflect the position prior to 1st October 2021.
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ideal 

direction

unit of 

measure-

ment

2017/18 2018/19 2019/20 2020/21
2020/21 

target

2020/21 RAG 

status
2021/22 ytd

2021/22 

target

2021/22 RAG 

status
trend comments

[5]  pest control requests, high 

priority - % visits made within 2 

working days
 % 98.2 96.4 98.0 98.4 97.0 94.2 98.0

2,924 requests for high priority pest control visits were processed during 

2020/21.  3,787 requests have been processed during 2021/22 to date - 

this represents more than a 60% increase in the volume of requests 

compared to the same period last year, however this service is impacted 

by seasonality and exceptionally warm weather and as can be seen in 

the graph showing the volume of requests month on month - requests 

from June to September 2021 were considerably higher than previous 

years. The increase in volume may also reflect the temporary suspension 

of charging for rats and mice (as approved at the council meeting in June 

2021).

[6]  pest control requests, low 

priority - % visits made within 5 

working days
 % 98.4 97.5 97.7 98.2 96.0 92.6 96.0

The volume of low priority pest control visits requiring to be processed 

during 2020/21 (1,379) has decreased from previous years (2,173 in 

2019/20 and 2,961 in 2018/19).  Requests in 2021/22 to date (752) remain 

lower than the volume as at the same period in previous years.  No 

specific trends are notable in this respect.

[7]  trading standards, consumer 

complaints - % dealt with within 

14 days of receipt
 % 90.6 95.9 91.5 99.2 96.0 98.3 96.0

The volume of consumer complaints dealt with in 2020/21 (1,890) 

doubled from the previous year (993).  This arises from an increase in the 

number of complaints received alleging non-compliance with Covid 

legislation.  Complaints in 2021/22 to date have started to decrease with 

641 requiring to be dealt with to date.

[8]  trading standards, business 

advice requests - % dealt with 

within 14 days of receipt
 % 99.1 97.1 97.2 97.5 97.0 95.2 97.0

The volume of business advice requests dealt with in 2020/21 (441) has 

more than doubled from the previous year (177).  This arises from an 

increase in the number of business advice requests seeking advice and 

guidance on compliance with Covid legislation.  Complaints in 2021/22 to 

date have started to decrease with 83 requiring to be dealt with to date.

[9]  trading standards - cost per 

1,000 population

(LGBF indicator)
 £ 8,513 8,660 9,641

LGBF data 

due to be 

published 

by IS 

25/02/22

n/a
annual 

indicator
n/a

Latest cost figures for NLC (£9,641) are higher than the Scottish average 

(£6,162) and the family group of similar councils (£5,917).  However, this 

does not reflect the extent or quality of service delivery provided by NLC - 

a report to the Audit and Scrutiny Panel in February 2020 provided 

further detail in this respect: 

https://mars.northlanarkshire.gov.uk/egenda/images/att93369.pdf  

[10]  environmental health - cost 

per 1,000 population

(LGBF indicator)
 £ 11,413 11,403 10,121

LGBF data 

due to be 

published 

by IS 

25/02/22

n/a
annual 

indicator
n/a

Latest cost figures for NLC (£10,121) are lower than the Scottish average 

(£13,776) and the family group of similar councils (£16,088). 

[11]  environmental health / 

trading standards business 

advice and enforcement activity - 

number of enquiries, complaints, 

and interventions carried out

(IS Covid indicator)

number n/a n/a n/a 7,831 n/a 1,310 n/a

From May 2020 to April 2021, the council dealt with 7,831 enquiries in 

relation to Covid (i.e. business advice requests on compliance, public 

enquiries/complaints regarding compliance, business interventions - 

initial assessment of compliance and follow-ups to assess compliance).  

In 2021/22 there have been 1,310 enquiries (from April to December 

2021).
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Note, the indicators are numbered for ease of reference only. 

ideal 

direction

unit of 

measure-

ment

2017/18 2018/19 2019/20 2020/21
2020/21 

target

2020/21 RAG 

status
2021/22 ytd

2021/22 

target

2021/22 RAG 

status
trend comments

[12]  refuse collection complaints, 

all categories - number of 

complaints per 1,000 household 

visits

 number 3.0 2.2 1.7 1.7 2.3 1.7 2.2

Refuse collection complaints show a year on year decrease in volume 

from the transformation to 3 weekly service delivery in 2017/18.  

Throughout the pandemic to date, North Lanarkshire has been one of 

very few councils to maintain a full kerbside waste collection, allowing 

residents to continue to dispose of all their waste as usual.  11,861 

complaints have been received in 2021/22 to date, the equivalent of less 

than 2 complaints per 1,000 households; however this is for the first six 

months of the year only - targets will be reviewed and amended in line 

with trends at the year end.

[13]  recycling - % household 

waste collected during the year 

that was recycled

(LGBF indicator)

 % 39.6 43.7 40.3 39.4 48.0
annual 

indicator
49.0

Recycling across Scotland has plateaued in recent years and last year, 

due to COVID and people staying at home, there was increase in residual 

waste while recycling tonnages remained similar, leading to a reduction 

in % waste recycled.  A number of initiatives are being looked at to 

improve recycling; this includes a pilot smart waste monitoring project.

[14]  satisfaction - % of adults 

satisfied with refuse collection

(LGBF indicator)
 % 79.7 68.3 60.3

LGBF data 

due to be 

published 

by IS 

25/02/22

n/a
annual 

indicator
n/a

Nationally satisfaction levels have shown a downward trend in recent 

years; this is also reflected in the family group average and levels in NL.  

It should be noted that the methodology for this indicator changed in 

2018/19, and the effects of the pandemic impacted on the ability to 

collect the data in line with the new methodology and therefore the 

2019/20 figures should be considered with caution.

[15]  refuse collection - net cost 

of disposal per premise

(LGBF indicator)
 £ 92.88 95.23 93.64

LGBF data 

due to be 

published 

by IS 

25/02/22

98.50
annual 

indicator
101.76

Latest cost figures for NLC (£93.64) are lower than the Scottish average 

(£98.76) and the family group of similar councils (£95.27).

[16]  refuse collection - net cost 

of collection per premise

(LGBF indicator)
 £ 74.02 66.58 67.78

LGBF data 

due to be 

published 

by IS 

25/02/22

76.00
annual 

indicator
74.00

Latest cost figures for NLC (£67.78) are lower than the Scottish average 

(£68.82) and the family group of similar councils (£74.35).
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