
 
Annual Performance Review 2018-2019 

 

Governance and Law 
 

KEY SUCCESSES 
 

Key Improvements from previous year’s annual performance review 
Business Outcome 28 - Our processes and business procedures are efficient, cost effective and compliant 

1. Roll out of Records Management Plan. 
2. Deliver new PMA including roll out of paperless meetings, project shortlisted for SOLAR award in recognition of 

improvement in service delivery. 
 

Business Outcome 28 - Our processes and business procedures are efficient, cost effective and compliant 
1. Delivery of Local Government and UK parliamentary elections, including comprehensive induction programme for new 

and returning Elected Members, the development of an Elected Member handbook and a Guidance booklet to 
encourage  Candidates  to stand for Election.  

2. Review Scheme of Community Councils. 
3. Commence review of Licensing Policy for completion in 18/19. 

 
Other Key Improvements during 2017/18 

Business Outcome 28 - Our processes and business procedures are efficient, cost effective and compliant 
1.  Achieved external reaccreditation of Customer Service Excellence Award which highlighted that there had been 

considerable effort to enhance service delivery in a number of areas, justifying the award of 6 compliance pluses against 
the assessment criteria. The Governance and Law Team was also awarded a silver excellence award in recognition of 
service delivery to support a new council.  

2. Debt recovery team continued to successfully deal with overdue sundry debts; overall sum paid/resolved on debts passed 
to Legal Services in 12 months to 28 February 2018 amounted to £1.76 M. 
 

Business Outcome 28 - Our processes and business procedures are efficient, cost effective and compliant 
1. Achieved budget saving of £ 653.62 in delivery of public space CCTV contract. This is additional to the substantial 

reduction in running costs of £25k realised in 16/17 compared with the previous costs for running this service achieved by 
reviewing maintenance contracts and other process improvements  



Case Studies illustrating the positive contribution to our communities 
 
Business Outcome 31 - We have a culture of continuous improvement  
The Area Governance team worked closely with Community Councils through a two stage process of consultation to amend and 
deliver a revised Scheme for the Establishment of Community Councils. 
 
 
Business Outcome 28 and 10 - Our processes and business procedures are efficient, cost effective and compliant, and 
Quality of life is improved by managing risk 
A process of review of fixed public space CCTV provision was carried out to ensure the systems continue to provide the level of 
public safety and reassurance sought by communities and our partners in Police Scotland. Following the review the maintenance 
contract has been re- procured, contributing to the savings detailed above whilst maintaining levels of community protection. 

 
 
Business Outcome 23 - Economic growth is supported  
The service has worked closely with local and national partners to deliver the WW100 Scotland Commemoration event on Islay in 
May 2018. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
KEY CHALLENGES AND ACTIONS TO ADDRESS CHALLENGES 

 
 

Key improvements from previous year’s APR not completed plus any additional challenges that have been identified 
 

Business Outcome 28 - Our processes and business procedures are cost effective, efficient and compliant 
Challenge  
Improvement in response times for casebook inquiries  
 
Action 
Improvement in response times for casebook inquiries  
 
Completion Date: July 2018 
Business Outcome 33 - Information and support are available for our communities 
Challenge 
Undertake Community Council elections on new Scheme and arrange first meetings 
 
Action 
Plan in place to deliver elections and to attend all constituted community councils to assist with establishment of the new 
Community Council 
 
Completion Date: July 2018 
Business Outcome 28 - Our processes and business procedures are cost effective, efficient and compliant 
Challenge 
Budget Reconstruction process  
 
Action 
Service complete templates and participate in corporate processes to support this review programme  
 
Completion Date: Autumn 2018? 

 
 



CONSULTATION AND ENGAGEMENT 
 
Supports Business Outcome 28 - Our processes and business procedures are cost effective, efficient and compliant 
We asked (focus of consultation) You said (customer response) We did (improvement actions) 
Legal services conducted a telephone 
survey of customers in 
August/September 2017, and asked how 
satisfied customers were with the 
services provided by the Legal Services 
team. 

Customers said they were generally 
satisfied with the services provided but 
that presentation of advice was 
sometimes overly complicated. 

We viewed an online seminar on the 
presentation of advice and now ensure 
advice is presented in as straightforward a 
way as possible. 

Supports Business Outcome 28 - Our processes and business procedures are cost effective, efficient and compliant 
We asked (focus of consultation) You said (customer response) We did (improvement actions) 
In the same survey Legal Services asked 
customers how satisfied they were with 
the timelines of responses to requests for 
advice. 
 

Customers said they were generally 
satisfied but occasionally had to wait too 
long for advice. 

We now ensure that if, for reasons beyond 
our control, the provision of advice is to be 
delayed, we advised clients of this and 
provide an estimate of when advice will be 
available. 

 
 
Charles Reppke, Head of Governance & Law 
  
 
 

 
 
 
 
 
 
 



 
 
 
 
 
 
 
 
 
 



 


