
Annual Performance Review 2016 - 2017 
Customer & Support Services 

 

Key successes 

Key Improvements from previous year’s annual performance review 

1. Average time to process a benefits change in circumstance reduced from 5.60 days in 2015-16 to 4.76 days in 2016-17. 
Average number of days to process a new claim reduced from 20.85 days in 2015-16 to 18.43 days in 2016-17. Accuracy 
of benefit claims processing improved from 92.7% (below target) in 2015-16 to 97.7% (above target) in 2016-17. 

2. Collections of non-domestic rates increased from 97.14% in 2015-16 to 97.64% in 2016-17. 

3. Percentage of Scottish Welfare Fund crisis grants processed same day increased from 98.2% in 2015-16 to 99.9% in 
2016-17. 

4. Percentage of invoices improved from 93.8% in 2015-16 to 94.10% in 2016-17 meeting target. 

5. Percentage of contracted spend increased from 88.61% in 2015-16 to 90.12% in 2016-17. Number of contracts actively 
managed increased from 129 to 136 in 2016/17. Value of cashable savings increased from £2.072m to £3.073m in 2016-
17. 

6. Number of online transactions increased from 176,473 to 263,400 in 2016-17 with associated saving of over £0.5m. 

7. Number of civil ceremonies carried out in calendar year increased from 460 to 525 following improved marketing of this 
service. 

8. Average time to resolve IT incidents reduced from 5.4 hours in 2015-16 to 3.4 hours in 2016-17. 

Other 

1. Short leeted for 4 Scottish GO (Government Opportunities) awards and won highly commended local authority 
procurement team of the year 

2. Won best Scottish entrant in IRRV (Institute of Rating, Revenues and Valuation) awards for partnership working 

3. Data centres in Kilmory and Helensburgh show cased as top class in terms of total cost of ownership and power utilisation 
efficiency. Best performing IT service amongst Scottish local authorities based on Socitm (Society of IT Managers) 
benchmarking. 

4. Achieved Customer Service Excellence accreditation for whole Service with no weak areas. 

5. Council tax reform changes including removal of 10% second home discount and NDR changes implemented smoothly 
prior to annual billing. 

6. Big Lottery Fund contract for financial inclusion services worth £3.7m won on behalf of consortium of local advice agencies 
and handed over to Strategic Finance for implementation. 



Case Studies illustrating the positive contribution to our communities 

 
We work closely with registered social landlords, DWP, Skills Development Scotland, NHS, Citizens Advice, Bute Advice, 
AliEnergy and others through the Welfare Reform Working Group to mitigate the adverse impacts of welfare reform changes. We 
have ensured that households affected by the reduced benefit cap are supported, worked closely together to help all those now 
receiving Universal Credit, won substantial funding for financial inclusion service through to 2020 which will help our citizens 
manage debt and address fuel poverty, and are now working on an Anti-Poverty strategy. 
 

 
Business are supported in gaining non-domestic rates relief.  In 2016-17 we granted £9.3m relief to businesses. 
 

 
We support local companies to win council business wherever possible. In 2016/17, where our tenders received a bid from a 
locally based company, in 68% of these cases the local company won the contract.  Local companies won tenders worth £7.6m 
 

 

Key challenges Key improvement actions to address challenges 

Key improvements from previous year’s APR not completed Actions to redress previous year’s incomplete improvements 

1. Extend ICT services to other public sector bodies - NHS 
1. Continue providing assistance to IJB to finalise business 

case for Skype for Business 

2. Complete transition to Scottish Wide Area Network 
originally planned to compete September 2016 

2. Continue engagement through PathfinderNorth and with 
Capita.  Pursue delay payments compensation.  Now 
expect to complete transition in July.  

3. Complete implementation of Service Choices savings 
3. Implementation going to schedule.  Final savings due April 

2018. 

4. Regain 4 star Socitm better connected rating 
4. Improvements implemented but new requirements 

introduced and result still 3 Stars.  Further improvement 
plan now in place. 

5. Assist NHS IT colleagues to create shared data portal 5. Unable to progress due to lack of budget from IJB. 

Other  

1. Finalise strategy for Microsoft Enterprise Agreement 1. Report commissioned from Insight.  Strategic advice from 



renewal in light of significant price increases  Gartner consulting.  Minimum order placed for Cloud 
Transformation Agreement to protect pre uplift prices. 
User numbers agreed under annual true-up.  Classification 
of users depending on need. 

2. Upgrade systems and procedures to support move to 
Leisure Trust 

2. Support council departments in amending to support 
provision of services to new legal entity 

3. Support Bid4Oban and PA23 in re ballots 
3. Provide data to business improvement district companies 

in support of their proposals to re-ballot for second term, 
and revise operating agreements. 

4. Progress achievement of PCI-DSS compliance for 
payment card processing across all channels 

4. Roll out updated terminals to all card processing locations, 
and provide DTMF suppression of card details for all 
telephone processing of card payments. 

5. Replace Revenues & Benefits systems with new systems 
with improved online facilities following withdrawal of 
current online services provider from the market. 

5. Tender for new systems, evaluate responses, award and 
implement with successful tenderer. 

 

Consultation and Engagement 

We asked (focus of consultation) You said (customer response) We did (improvement actions) 

We consulted with customers on 
preferred hours of opening for Customer 
Service Points as these were reducing 
from 35 to 30 hours per week. 

Customers told us that they preferred 
early closure at 4pm rather than late 
opening at 10 a.m. in the morning 

We amended the opening hours so that 
they are now open 9 a.m. to 12.30 and 
1.30 to 4 p.m. Monday to Friday 

We asked about your satisfaction with IT 
facilities offered to staff 

Staff told us that it was difficult to share 
information  due to restrictions on file 
shares 

We have implemented more Sharepoint 
sites to improve collaborative working 
and introduced Office 365 with larger 
mail boxes and Onedrive which will be 
targeted to meet the most demanding 
users. 

We asked suppliers whether they knew 
how to find out about opportunities to do 
work for the Council 

Some of you told us that you weren’t 
clear about how to do this 

We introduced local procurement 
surgeries to tell local suppliers about 
upcoming tender opportunities. 

 



 
Judy Orr 
Head of Customer and Support Services  
 7th July 2017 
  





 
 


