
1 
 

 
ARGYLL AND BUTE COUNCIL PERFORMANCE REVIEW AND 

SCRUTINY COMMITTEE 
 
CHIEF EXECUTIVE’S     21 FEBRUARY 2013 
 
PERFORMANCE REPORT - FQ3 2012-13 
 

 
1. SUMMARY 

 
The Planning and Performance Management Framework sets out the 
process for presentation of the council’s quarterly performance reports. This 
paper presents the Council and Departmental performance reports with 
associated scorecards for performance in FQ3 2012-13. 
 
Large scale copies of the scorecards will be available at the meeting. 
 

 
2. RECOMMENDATIONS 
 
It is recommended that the Committee reviews the reports and scorecards 
as presented. 
 
 
 
 

Sally Loudon 
Chief Executive, Argyll and Bute Council 
   
 
 
 
                                                
For further information contact:  
David Clements, I&OD Programme Manager 
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Notes to accompany the scorecards 
 
Traffic Lights 
Pyramid uses a standard red, amber, green (RAG) status to indicate whether 
performance has achieved target. If there is no target for the period then no 
traffic light can be shown. 
 

• Green indicates that performance has met or exceeded target. 

• Red indicates that performance has not met target. 

• Where a number of measures contribute to a ‘basket’ of performance… 
o Green indicates that everything in the basket is fully meeting or 
exceeding target. 

o Amber indicates that the majority of measures in the basket are 
meeting or exceeding target. 

o Red indicates that the majority of measures are not meeting 
target. 

 
Trend Arrows 
The trend arrow illustrates the change in performance from the previous 
period. Up shows improvement, down shows deterioration and level shows no 
change. This is often useful in combination with the traffic light. 
 
Reporting Period 
The reporting period for this report is October 1st to December 31st 2012. 
 
Data Period 
Most of the data in most of the scorecards is quarterly and should be reported 
in this quarter. Some data are not quarterly. Pyramid treats these data in 
different ways. 

• Annual data – these are reported at the end of the financial year, so 
most 2012-13 annual measures will not be reported this period. In a 
basket of measures, they will be counted as being present but cannot be 
on-track. E.g. an Outcome with 4 measures and 3 on track may include an 
annual measure. 

• Academic data – these are reported at the end of the academic year 
and act in the same way as annual data. 

 
Sickness Absence 
Targets have been set at Council, Department and Service levels. This can 
lead to e.g. in the Customer Services Department, whilst two Services show 
Red and one Green the overall Department target has been met – Green. The 
data shows the average number of days lost per employee. 
 
Performance Review and Development (PRD) 
The Strategic Management Team is currently reviewing the reporting of 
PRDs. The proposal is to exclude people on maternity leave or on long-term 
sick leave. These people have been included for FQ3. 
 
The PRD data relates to the 12 months ending on 31st December 2012. 
 



4 
 

 
Finance – Revenue 
The Revenue data show the agreed Budget and end-of-year Forecast. 
 
Finance – Capital 
The Capital data show two sets of Budget and end-of-period Forecasts. One 
is for the current year; the other includes the longer-term Capital Programme. 
 
Efficiency Savings 
This section summarises the agreed efficiency savings from the 2012-13 
Service Plans. The traffic light and trend arrow relate to the amount of savings 
rather than the number of efficiency actions on track. 
 
External Inspections 
This section records progress on recommendations from external audits and 
inspections. 
 
Improvement Plans 
Each Head of Service develops an Improvement Plan based on customer 
feedback, self-assessment (using the Public Service Improvement 
Framework), service reviews, employee suggestions, etc. The scorecard 
shows a summary of progress. 
 
Critical Activity Recovery Plans (CARPs) 
These plans have recently been agreed and are being developed across the 
council. The scorecard shows a summary of progress on developing and 
reviewing the CARPs. 
 
Customer Feedback 
This section shows a summary of the customer satisfaction surveys reported 
in the period. 
 
Audit Recommendations 
This section shows a summary of progress in actions to address the 
recommendations from Internal Audits. 
 
Risk Registers 
Risks are monitored quarterly, providing a forward looking view on agreed 
Risks. The scorecard displays the number of Risks currently assessed as 
High, Medium and Low. The risk % exposure is a calculated comparative 
index (risks across front line services may be comparatively higher than the 
support services). The trend arrow indicates changes in performance i.e. UP = 
improved performance NOT increased risk. 
 
Community Plan and Single Outcome Agreement (SOA) 
The Council scorecard shows a summary of progress in delivering the 2012-
13 Community Plan / SOA. This is a large, multi-layered Plan with over 200 
success measures supporting National and Local Outcomes. Many of these 
measures are reported annually. 



5 
 

Performance Report for Customer Services period October – December 2012 

Key Successes 
 
1. Helensburgh and Lomond school transport contract successfully awarded, increasing the service review savings achieved. 
2. Lorn Area school/local transport contract specifications completed and loaded onto the portal, to begin the tender process. 
3. Completion of the Draft Outline Business Case for Mid Argyll Office Rationalisation. 
4. Oban Business Improvement Districts (BID) ballot completed successfully. 
5. Corporate Complaints pilot completed.  
6. Regulation of Investigatory Powers (Scotland) Act 2000 - action plan completed and training delivered following on from 
surveillance commissioner review. 

7. Memorandum of Understanding concluded with Scottish Wide Area Network for council network provision from March 2016.  
Change Control Notice agreed with Cable & Wireless for extension of current contract until then at a reduced cost of c £814k.    
Voluntary Ex-Ante Transparency (VEAT) Notice published. 

8. Housing Benefit/Council Tax Benefit annual subsidy audit concluded successfully with no extended testing or audit 
qualification. 

9.  Customer Service Centre and Registration service review proposals completed and approved by project board. Now to go to 
Corporate Improvement Board and Council.  

 

Key Challenges 
 
1. Establishing areas of service which could be reduced or withdrawn to meet budget savings requirements. 
2. Managing the implementation of the remaining elements of the Catering, Cleaning and Janitorial Service Review, particularly 
the reduction in the cleaning of Council offices and schools. 

3. Delivery of Carbon Management Plan target of 20% saving on CO2 emissions by March 2014. 
4. Delivery of Members portal improvement project. 
5. Review of scheme of Community Councils to be undertaken. 
6. Corporate complaints system to be rolled out with go live 1/2/13. 
7. New political management arrangements. 
8. Process automated transfers backlog of benefits changes in circumstances following implementation of new software from 
Liberata. 

9. Continue to plan for welfare reform changes including new Scottish Welfare Fund and replacement council tax benefit scheme 
both to go live from 1 April 2013 

10. Determine council response to new powers from 1 April 2013 to vary council tax discount or increase council tax charge in 
respect of unoccupied dwellings which are not second homes 
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11. To ensure that Scottish Wide Area Network will meet council needs for wide area network at an affordable cost from March 
2016. 

12. To protect interests of Argyll and Bute communities in Next Generation Broadband projects. 
 

Action Points to address the Challenges 
 
1. Scrutiny of budget for all areas of service including impact and equality testing of savings options. 
2. Development of the implementation plan in liaison with HR, Health and Safety, Trade Unions and affected services with 
ongoing monitoring of delivery to ensure compliance with key milestones.      

3. Gap analysis undertaken, Renewables Sourcing Strategy being developed, Initial Business Cases being developed with a 
view to delivering projects in 2013/14. 

4. Members’ portal planned improvements being progressed.  
5. Council to nominate Short Life Working Group to oversee review process. 
6. Review team have undertaken all necessary work for go live on new corporate complaints process.  
7. The resource impact of the new arrangements are being monitored. 
8. Conclude arrangements with Capita to assist with backlog. 
9.  Develop new policies for discretionary housing payments, financial inclusion and anti-poverty, and corporate debt 
management. Procure software for Scottish Welfare Fund, and finalise proposals for how this will be handled and test.  Test 
software from Northgate for local council tax support scheme and ensure it meets Scottish regulations. 

10. Draft proposals for council to consider. 
11. Ongoing engagement with Highland Council as lead authority. Participate in negotiations with Scottish Wide Area Network, 
report regularly to Group Leaders and Council. 

12. Work with Economic Development on Next Generation Broadband projects. 
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Departmental performance report for:   Development and Infrastructure Services          Period:  October to December 2012 

Key Successes 
1. 100% of the capital roads reconstruction programme worth £7.5M delivered, equating to over 140km of roads network treated 
(6% of the network).  Throughout this time, 94% of planned road maintenance work was completed within target timescales. 

2. Resolution of Shanks contract variations completed with £1.595M payment received by the Council. 
3. The Campbeltown New Quay Inner Berth reopened following substantial upgrade works associated with the Kintyre 
Renewables Hub Contract completed within budget. 

4. Street cleanliness; street lighting; planned pre-salting; fleet HGV passes all achieving or surpassing target performance.  
Notably waste and recycling performance (up 5.5% on previous quarter) returning 42.5%, against benchmarked 38% nationally. 

5. Planning application performance improved by 12% on the previous quarter, with performance outturn at 5.8% points above 
target.  

6. Building Standards and all statutory Regulatory Services targets exceeded including high priority inspections in food safety, 
health and safety, animal health and trading standards. 

7. Following considerable focus and effort, Inveraray CARS has been awarded £970k by Historic Scotland. 
8. Progress made in all CHORD projects; in Campbeltown the re-surfacing of footways and carriageways at Kinloch Road began; 
planning permission for the amended Helensburgh design was granted; in Rothesay £103k development funding was awarded 
by Heritage Lottery Fund; the Queens Hall, Dunoon is moving to detailed design and the a review of marine tourism facilities 
commences in Oban.  

9. The proposed Local Development Plan was approved by Council for publication. 
10. Process of Service Needs analysis and Business Case framework agreed with Transport Scotland with regard to the potential 
transfer of responsibilities for ferry services to the Scottish Government. 

11. The Council approved the development of the Final Business Case for the introduction of decriminalised parking enforcement 
(DPE). 

12. Oban Airport passenger traffic to the islands grew by 28% during 2012. In FQ3, 793 passengers were carried, up 15% on the 
same period in 2011. 

13. A record 501 work referrals and 185 job outcomes achieved through the Work Programme during this period.  The employability 
team now stands 8th of 44 Working Links across the UK. 

14. A significant increase in support to existing businesses, up 200% on FQ2, with 119 businesses assisted by Business Gateway 
and although a more modest 9 new business start-ups were recorded, enquiries rose by 63% over the previous quarter with 145 
recorded which also reflects a rise on the same period in 2011 by 12%. 

15. Coastal Communities Fund secured £610k for the Argyll Paddle Sports Trail. 
16. Argyll Coastal Waters - successful bid to Coastal Communities Fund for £369k to compliment LEADER and Council investment. 
17. In partnership with Argyll Timber Transport Forum, £275k secured for verge strengthening and resurfacing on B8024 and B840 
(Kilberry Loop and Ford/Loch Awe routes).  
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18. £261k awarded through LEADER to eight Argyll and Bute projects, including £41k towards the upgrade Kilkerran Play Park in 
Campbeltown and £25k to the Colintraive and Glendaruel Development Trust enabling the appointment of a Forest Officer to 
co-ordinate the phased development of 615 hectares of forest.  

Key Challenges 
1. Maintaining high performing front line services in Roads and Streetscene service areas, whilst implementing planned service 

review changes and planning for further budget reductions in the near future which will require prioritisation of service delivery 
in terms of the scale and scope of future roads and amenity maintenance works. 

2. Streetscene Service Review implementation is progressed to the satisfaction of stakeholders. 
3. Waste Management Strategy – for the PPP contract, H&L and island areas – development and instigation of the 

Implementation Plan for the introduction of alternate weekly co-mingled collections in the autumn of 2013. 
4. Continued progress of the CHORD and THI programmes. 
5. Completion of the Lorn Arc TIF Business Case. 
6. Progress the development of a Harbour Management Authority for Oban in partnership with other key stakeholders. 
7. Ensure there is a smooth transition between 2007-13 and the new 2014-20 LEADER Programme. 
8. Ensure the duties of the Flood Act are suitably prioritised through an effective Flood Prevention Programme, with particular 

reference to risk areas identified in 2012.  
9. Encourage Transport Scotland to consider PSO air services on the west coast as a strategic network when developing the 

tender structure for the future Barra – Glasgow PSO service (to allow linkages with Oban). 

Actions to address the Challenges 
1. Effective and careful management over deployment of resources and communications with staff.  Effective engagement with 

members at strategic and Area Committee level to determine service priorities and inform consequent potential service 
reductions in terms of staff and service assets. 

2. Ensure the Streetscene Service Review implementation plan suitably engages all relevant stakeholders. 
3. Project Management approach supported by the Council’s Special Projects Team and Zero Waste Scotland to carry forward 

the Implementation Plan for the introduction of alternate weekly co-mingled collections.  
4. Ensuring CHORD Programme and community regeneration project benefits are clearly communicated, resourced and 

effectively delivered. 
5. Ensuring TIF Business Case is clearly communicated, resourced and effectively delivered. 
6. Review risks and associated actions in association with key Oban bay development stakeholders. 
7. Advance preparations for the new LEADER programme, seeking clarification from the Scottish Government over timescales 

and funding arrangements. 
8. Work with local flood district action groups to determine a prioritisation system for the Flood Prevention Programme, delivering 

associated policy and plans. 
9. Effective lobbying through HITRANS and Western Isles Council to have a PSO air network. 
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Departmental performance report for Community Services          period  October – December 2012 

Key Successes 
1. Increase in the number of approved disabled home adaptations from 44 to 51 over the quarter.  
2. Increase in the number of visits to council museums, halls and leisure centres.  
3. 7 coaches from the leisure and youth services team completed the Positive Coaching Scotland training course which aims to 
help create a positive environment for young people and teach valuable life lessons and skills through sport.  

4. Education Scotland published a glowing report for Tarbert Academy and wider learning community, reporting that the school 
is very good at improving children and young people’s education.  

5. Increase in the number of ‘Skills for Work’ courses delivered in secondary schools from 53 to 63 over the quarter.  
6. Delivery of the 16+ learning choices event on Islay High School which provided students with information on the various 
progression routes from High School onto further and higher education learning opportunities.  

7. Positive feedback received from the learning disability day services user survey carried out.  
8. Increase in the number of mental health clients receiving care in the community to 97%.  
9. 100% of Adult Care carer’s assessments completed within 28 days.  
10. 100% of Care Leavers with a pathway plan in place.  
11. 100% of children on the Child Protection Register with a current risk assessment.  
12. 100% of children affected by disability have a transition plan in place.  
 

Key Challenges 
1. Increase the take up of online library services / increase the number of visits to libraries.  
2. Maintain affordability in leisure facilities whilst substantial increase in energy costs, general inflation and customers’ reduced 
disposable income.  

3. Improve the positive destinations that young people leaving school manage to attain in further education, training or 
employment. 

4. Failure to meet statutory timescales for education co-ordinated support plans. 
5. Demographic changes where there is an increase in older and learning disability service users with increasingly complex 
needs requiring services at a time of reducing financial resources and a decreasing number of working adults available to 
sustain the workforce. 

6. Ongoing redesign of Adult Services in order to meet the proposed Self-Directed Care legislation that will emphasise choice 
for the service users both in terms of the detail of the care package but also who the service is commissioned from.  

7. Progressing discussion on health and social care integration.  
8. Delivering improvements for the Children and Families service identified through inspection and self-evaluation, and in further 
developing the service capacity for early intervention and community support.  
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Action points to address the challenges 
     1. Market and promote the library on-line services / review the customer offers available to library services users.  
     2. Implementation of leisure services review and innovative marketing of leisure activities.  
     3. Progress skills for work options, apply the Opportunities for All programmes centred around the Argyll and Bute Skills pipeline 
and apply the schools risk matrix to identify pupils at greatest risk to effect an earlier intervention 
     4. Review CSP processes to ensure delays due to the availability of partner agencies are minimized.  
5&6. Adult Care will continue to focus on the redesign of the service to fit future needs of service users.  
     7. Meeting arranged with NHS Highland to progress the discussions on health and social care and identification of an 
appropriate integration model.  
     8. Children and Families will address the findings of the multi-agency child protection inspection, it will seek to improve its       
          throughcare and aftercare processes to facilitate redirection towards early intervention and community based placements for  
          looked after and accommodated children.  
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Performance Report for  Chief Executive’s Scorecard  period  October – December 2012 

Key Successes 
1. The new Equality and Diversity Policy and revised Equality Impact Assessment procedure was approved by Council in December 
2. The Council adopted the Living Wage of £7.50 per hour in December 
3. Agreement was reached with Trades Unions on rationalising pay frequencies creating efficiency savings for the council. 
4. Revised and updated emergency management procedures were agreed and implemented in advance of the Christmas break, improving 

the council’s resilience to emergency situations. 
5. PRD rates continue to be above 90% 
6. Accident/incident rates remain below the national average 
7. The number of online courses available to employees is above target 
8. All treasury management success measures on target. 
9. All success measures for core accountancy functions – budget preparation and monitoring and annual accounts on target. 
10. All success measures for Internal Audit on track. 

Key Challenges 
1. External communications satisfaction rates with information provided by the council in the Citizens Panel survey was lower than the target. 
Improvement from 35% to 41% but lower than the target of 60%. The most recent panel results will be reported in FQ4. 
2. Internal communications satisfaction rates in the employee survey improved from 40% to 44%, but not to the level of the increased target 
of 60% 
3. Training for employees on equalities did not achieve its target 
4. Internal audit partnership not awarded until January 2013. 
5. Implementation of Oracle Purchasing behind schedule and timeline being reviewed. 
6. Annual measure for 2011-12 % rating on public audit forum management practice index is off track at 60% compared to target of 75% and 
will be updated for 2012-13 in FQ4 
7. Although Strategic Finance commissioner and user satisfaction annual ratings for 2011-12 are above average (81% and 75%) they fall 
short of our internal target of 90%. The 2012-13 information will be available in FQ4. 
8. Development of an overall quarterly summary financial report is behind schedule. 

Action Points to address the Challenges 
1.  The Communications Action Plan is on track to deliver improved methods of communications to customers and service users 
2. The Communications team is working closely with heads of service and managers to improve internal communications 
3. New face to face training on equalities is currently being procured. An updated e-learning course reflecting the changes to the Equality 

and Diversity Policy and updated EQIA guidance is being developed. 
5. Review implementation of Oracle Purchasing. 
6. Review options/actions re public audit forum management practice index. 
7. Continue to monitor commissioner and user satisfaction to ensure high levels maintained – aim to be in to quartile for 2012-13. 
8. Develop overall quarterly summary financial report by 31 March 2013. 
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Performance report for Council Scorecard period  October - December 2012 

Key Successes 
1. Housing Benefit/Council Tax Benefit annual subsidy audit concluded successfully with no extended testing or audit qualification. 
2. Capital roads reconstruction programme worth £7.5M delivered 
3. Streetscene, waste management and Planning services all report continuous improvement in performance 
4. Inveraray CARS bid successfully awarded £970K by Historic Scotland (Conservation Area Regeneration Scheme) 
5. Local Development Plan approved by Council for publication 
6. The Employability Team and Business Gateway report excellent and improving performance 
7. Increase in the number of ‘Skills for Work’ courses delivered in secondary schools from 53 to 63 over the quarter 
8. A range of positive improvements reported across the social work service 
9. The Council adopted the Living Wage of £7:50 per hour in December 
10. Agreement has been reached with Trades Unions on rationalising pay frequencies creating efficiency savings for the council 

Key Challenges 
1. Continue to plan for welfare reform changes including new Scottish Welfare Fund and replacement council tax benefit scheme 
both to go live from 1 April 2013 

2. Development of the waste management alternate weekly co-mingled collections in autumn 2013 
3. The national Welfare Reform agenda will lead to increased demand for services to vulnerable people 
4. The redesign of Adult Services in order to meet the proposed Self-Directed Care legislation 
5. External and internal communications are not reaching target satisfaction levels 

Action Points to address the Challenges 
1. Develop new policies for discretionary housing payments, financial inclusion and anti-poverty, and corporate debt management. 
Procure software for Scottish Welfare Fund, and finalise proposals for how this will be handled and test.  Test software from 
Northgate for local council tax support scheme and ensure it meets Scottish regulations. 

2. Robust project management approach supported by Zero Waste Scotland 
3. Strategic leadership is in place to ensure vulnerable people are protected 
4. Redesign of Adult Care to focus on the future needs of service users 
5. The Communications Team will deliver the Action Plan and work closely with heads of services to improve communications 
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