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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 with the scorecards for Strategic Finance and 
Customer Services for FQ4 2014-15 (January - March 2015). 

 
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 with the scorecards for Strategic Finance 
and Customer Services for FQ4 2014-15 (January - March 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 
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Steve Barrett, Head of Strategic Finance 
 
APPENDICES 
Financial Quarter 4 Performance report and scorecard – Customer Services 
Financial Quarter 4 Performance scorecard – Strategic Finance 
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Performance Report for   Customer Services Period  January – March 2015 

Key Successes 
 

1. Successful implementation of free school meals for all P1-P3 pupils from January 2015. The roll out and installation of IT 
equipment across all Primary school kitchens was achieved by the deadline of January 2015. 

2. Public Services Network Accreditation received for a further year.  
3. Four star rating achieved in the SOCITM Better Connected rating for council websites and are listed as one of the Top20 

best-developed sites 
 

Key Challenges 
 

1. Local Government Boundary Commission review. 
2. UK Parliamentary Election. 
3. To maintain momentum with the delivery of the capital programme that is being considered by Council on 23rd April 2015 

and in particular to manage pressure on resources resulting from the Helensburgh Office Project. 
4. Delivery of Carbon Management Plan target of 20% saving on CO2 emissions. 
5. Delay to completion of Helensburgh Office Rationalisation Project. 
6. Council tax collections below target for 2015-16. 
7. Recent High Court decision on discretionary housing payments will increase pressure on available funds. 
8. Service Choices. 

 

Action Points to address the Challenges 
 
1. Experienced team in place to support work of the Short Life Working Group. 
2. Experienced team in place to deliver election process. 
3. To update and evolve project plans, some at risk, to reflect developing circumstances and through proactive management 

mitigate any risk to the capital programme and thus ensure project delivery through appropriate deployment of staff 
resources. 

4. Gap analysis undertaken and projects including 5 NPDO School Solar PV installations (currently on site and Oban Joint 
Campus completed), up to 15 biomass installations and alternative waste collection, have been identified to meet the target. 
The savings have been identified in 2014/15. Ultimately delivery will be dependent on Council approval of the Full Business 
Case. Delivery of site works will be in 2015/2016, linked to capacity restrictions in the available Procurement Scotland 
Framework Contract. 
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5. The Design Team, Project Manager and Contractor are currently pursuing a range of mitigating actions in an effort to secure 
a revised final delivery of the project by 1st May 2015.  Day to day scrutiny of on-site progress is being maintained by full-
time clerk of works and the Projects Architectural Team are visiting the site twice weekly to agree any outstanding 
details/finishes and offer observations to be attended to prior to practical completion. 

6. Analyse reasons for lower than expected collections (change in sheriff officer contract, additional charges on second 
homes, timing of single person discount review) and take corrective action to improve for 2015-16. 

7. Consider affordability of current policy and amend as necessary to ensure spend kept within budget. 
8. Process in place to assess and review impact of any proposed service reductions. 
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