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ARGYLL AND BUTE COUNCIL                                    POLICY AND RESOURCES   
COMMITTEE

CUSTOMER SERVICES 17 DECEMBER 2015

PERFORMANCE REPORT FQ2 2015-16

1.0 EXECUTIVE SUMMARY

1.1The Council’s Planning and Performance Management Framework sets out the 
process for presentation of the council’s quarterly performance reports.

1.2  This paper presents the Policy and Resources Committee with the Customer Services 
Departmental performance report with the scorecards for Strategic Finance and 
Customer Services for FQ2 2015-16 (July - September 2015).

1.3 It is recommended that the Policy and Resources Committee reviews the scorecards 
as presented.
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ARGYLL AND BUTE COUNCIL                                    POLICY AND RESOURCES   
COMMITTEE

CUSTOMER SERVICES 17 DECEMBER 2015

PERFORMANCE REPORT FQ2 2015-16

2.0 INTRODUCTION

2.1 The Planning and Performance Management Framework sets out the process for
presentation of the council’s quarterly performance reports.

2.2 This paper presents the Policy and Resources Committee with the Customer 
Services Departmental performance report with the scorecards for Strategic 
Finance and Customer Services for FQ2 2015-16 (July - September 2015).

3.0 RECOMMENDATIONS

3.1 It is recommended that the Committee reviews the scorecards as presented.

4.0 DETAIL

4.1 The performance scorecard for the Customer Services Department was extracted 
from the Council’s Pyramid performance management system and is comprised of 
key performance indicators incorporating the four services that make up Customer 
Services.  Likewise the scorecard for Strategic Finance comprises the key 
performance indicators for this service.

5.0 IMPLICATIONS

5.1 Policy None
5.2 Financial None
5.3 Legal The Council has a duty to deliver best value under the Local 

Government Scotland Act 2003.
5.4 HR None
5.5 Equalities None
5.6 Risk Ensuring performance is effectively scrutinised by members 

reduces reputational risk to the council.
5.7 Customer 

Service
None

 
Douglas Hendry, Executive Director – Customer Services

                                                
For further information contact: 
Jane Fowler, Head of Improvement and HR
Kirsty Flanagan, Head of Strategic Finance
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Performance Report for  Customer Services Period  July – September 2015
Key Successes

1. Governance and Law were awarded  the Customer Services Excellence standard 
2. Kate O’May has been nominated for the SQA Star award for SVQ Champion – 25th anniversary special award
3. Successful completion of maintenance contracts awarded for the school summer holidays.
4. Installation of solar pv on NPDO schools successfully completed with one exception to be installed at Rothesay Joint 

Campus in the October holiday.
5. Introduction of smart ticketing for transport to all pupils in Oban High School.
6. Council tax collections for 2015/16 to end of quarter 2 are above target at 57.33% (target 57.20%), up 0.44% on last year 

at this time.
7. Non Domestic Rates collections for 2015/16 to end of quarter 2 are above target at 67.98% (target 62.5%), up 0.42% on 

last year at this time.

Key Challenges
1. Delay to completion of Helensburgh Office Rationalisation Project.
2. Delivery of Carbon Management Plan target of 20% saving on CO2 emissions.
3. Triennial Review of Civic Government licences taking place this summer
4. Community Council By-election process commenced
5. To finalise order for Scottish Wide Area Network and move into detailed implementation planning phase
6. Plan for new Scottish Welfare Fund operation from 1 April 2016 
7. Plan for introduction of Universal Credit from March 2016 and reduced benefit cap levels (date to be announced)

Action Points to address the Challenges
1. Practical completion has been granted by the consultant project manager, however there are still substantial matters requiring 

resolution before a certificate of occupation can be granted.  Day to day scrutiny of on-site progress is being maintained by 
clerk of works and the Projects Architectural Team are visiting the site twice weekly to agree progress with the significant items 
required to obtain a Temporary Certificate of Occupation.

2. Gap analysis undertaken and projects including 5 NPDO School Solar PV installations (4 completed and Rothesay Joint 
Campus programmed for October holidays), up to 15 biomass installations (tenders returned with Full Business Case paper 
going to Council on 26th November) and alternative waste collection, have been identified to meet the target. Ultimately 
delivery will be dependent on Council approval of the Full Business Case. 

3. Team have prepared a plan to deal with the volume of applications and maintain close liaison with key consultees, this is 
working effectively
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4. Experienced team in place to deliver nomination administration and election process 
5. Continued engagement with PathfinderNorth and Capita to ensure as many sites selected for early transition as possible, 

and engage with Vodafone to ensure contingency should migration take longer than expected.
6. Produce options appraisal for Scottish Welfare Fund delivery and take to Council.
7. Hold engagement meetings with DWP.  Learn from early adopters such as Highland Council.  Request scans for HB 

claimants potentially affected by benefit cap and engage with those households.
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Performance Report for  Strategic Finance Period  July – September 2015
Key Successes
1. Produced an unqualified set of annual accounts
2. Received a positive External Audit Report
3. Successfully completed Service Choices Stage 3

Key Challenges

1. Supporting development of alternative options to deliver a balanced budget.

Action Points to address the Challenges

1. Continuous monitoring of budget outlook.
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