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1.0 EXECUTIVE SUMMARY 
 
1.1 The 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 and the Strategic Finance performance report  with 
associated scorecard performance in FQ2 2014-15 (July - September 2014) and 
scorecards. 

 
1.3 It is recommended that the Policy and Resources Committee reviews the scorecards 

as presented. 
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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 and the Strategic Finance performance 
report  with associated scorecard performance in FQ2 2014-15 (July - September 
2014) and scorecards. 

 
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 of 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 
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Douglas Hendry, Executive Director – Customer Services 
                                                  
For further information contact:  
Jane Fowler, Head of Improvement and HR 
Bruce West, Head of Strategic Finance 
 
APPENDICES 
Financial Quarter 2 Performance report and scorecard – Customer Services 
Financial Quarter 2 Performance report and scorecard – Strategic Finance 
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Performance Report for   Customer Services Period July - September  2014 

Key Successes 
 

1. Silver award obtained from Institute of Revenues Rating and Valuation for Excellence in Innovation category for 
implementation of Empty Homes and introduction of double council tax charge 

2. Shortlisted for two GO procurement awards – team of the year and sustainability/corporate and social responsibility 
initiative of the year 

3. Successful pilot of a Recruitment Fayre for catering, cleaning and driver/escort staff in Helensburgh and Lochgilphead, 
leading to the filling of 26 vacant posts. 

4. Oban North and Lorn by election completed in July 
5. Referendum process and count successfully completed  
6. Updated action plan to address Accounts Commission findings completed and agreed by Council 

Key Challenges 
 

1. Progress purchase to pay project 
2. Further by- elections required in Oban North and Lorn and South Kintyre  
3. Community Council by elections process to be administered 
4. The percentage of customers satisfied with the information provided by the Council remains red. The citizen’s panel which 

was planned to take place in May has been postponed and will now take place in November and will provide up to date 
information with regards to customer satisfaction. 

5. 94% against a 95% target to meet press enquiry deadlines. This has been as a result of a high volume of press enquiries 
with very tight deadlines. 

6. Staffing issues within HR Team due to turnover has resulted in failure to meet 3 targets this quarter: 

 149 Advert requests received, 148 done within 2 days, only 1 outwith (3 days) has resulted in not meeting target of 
100%. 

 87 Successful Candidate Form's received, 68 were submitted after cut-off, and of these 47 candidates had already 
commenced work, and 9 were completed incorrectly which has resulted in HR not meeting target of 100% 

 5025 correct pays, 37 incorrect pays of which 34 were Department error and 3 were Transactional Team error has 
resulted in not meeting 99.75% target. 

      7.  Ensuring customers can access services easily and good quality of information provided.  
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Action Points to address the Challenges 
 

1. New project plan determined with checkpoint stage early in new year  
2. Election team in place to deliver both processes. 
3. Area Governance team with input from election team delivering process.   
4. Citizen’s panel will take place in November 
5. The slippage against the target of response to press enquiries target is minimal but action is being taken to discuss 

deadlines with reporters to ensure that their expectations are managed and that the deadlines they set are realistic.  
6. Permanent recruitment to key posts following turnover has been actioned and training now underway. Additional checks to 

be put in place via Document Management System to address errors. 
7. All new customer service staff have undertaken an extensive training programme which will improve call time and 

abandoned rates. Work continues with back office staff to ensure data is accurate and current.  
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Departmental performance report for     Strategic Finance period  Financial Quarter 2 2013-14 

Key Successes 

 6 out of 7 measures for service outcome SF02: Assurance is provided that financial and management controls are operating 
effectively are on target. 

 15 out of 23 measures for service outcome SF01 Effective planning, reporting and management of finance, risk and money and 
capital market transactions are on target. 

 Budget and PRDs on target 

Key Challenges 
1. At 30 September actual days of internal audit input were 80% of those planned compared to a target of 90%.  
2. 8 of 23 measures for service outcome SF01 Effective planning, reporting and management of finance, risk and money and 

capital market transactions are not on target – see below. 
3. Preparation of summary unaudited accounts, summary budget report and in year summary reports have not progressed as 

planned in first half of year but are now being addressed. 
4. Medium term financial strategy not reviewed until financial quarter 3. 
5. Decided not to proceed with CIPFA FM Model analysis this year as we need to review how we collect data for this. 
6. Commissioner satisfaction score 77% compared to target of 80%. 
7. Treasury management good practice assessment not yet completed pending completion of treasury management improvement 

plan from last review. 
8. Slight delay in completing financial quarter 2 reviews of operational risk registers but now complete. 
9. 1 audit recommendation overdue in relation to the formatting of payroll budget reports. 

Action Points to address the Challenges 
1. Scheduling of internal audit activity through the second half of the financial year should see actual days of internal audit input be 

at least in line with 90% of those planned.  
2. Comments on action to address the 8 measures off track for outcome SF01 Effective planning, reporting and management of 

finance, risk and money and capital market transactions are set out below. 
3. Focussed work has now been carried out on summary financial reports (unaudited, budget and in year reports) and these will be 

ready for the next cycle of reporting. 
4. Medium term financial strategy reviewed in financial quarter 3 – reported to 18 December Policy and Resources Committee. 



9 
 

5. Review of process for completing CIPFA FM Model due for completion in financial quarter 4. 
6. No action proposed but will review once commissioner satisfaction assessment for this year received from benchmarking club. 
7. Complete treasury management improvement plan then review good practice assessment. 
8. Quarterly review of operational risk registers now complete so no action proposed. 
9. Audit recommendation will be actioned by 31 December 2014. 
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