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Corporate Services

POLICY & RESOURCES COMMITTEE – 13 JUNE 2013
CORPORATE SERVICES’ 2012-2015 SERVICE PLAN – QUARTERLY
PERFORMANCE EXCEPTION REPORTING AND YEAR END REVIEW OF
PROJECTS APRIL 2012- MARCH 2013 (ABERDEENSHIRE PERFORMS)
1

Recommendations
The Committee is recommended to:
1.1

Acknowledge the performance achieved January- March 2013
(quarter 4) identified in paragraphs 2.3 and 2.4 below;

1.2

Consider those measures where performance is below expectations
January to March 2013 (quarter 4) identified in Appendix 1;

1.3

Consider and acknowledge progress being made with
projects/actions as detailed in Appendix 2;

1.4

Note the publication of the full year 2012/13 Performance Report on
Ward Pages; and

1.5

Instruct the Director of Corporate Services to continue to report, by
exception, to Committee quarterly on performance measures against
service objectives and six monthly on progress in delivering all
aspects of the Service Plan.

2

Discussion

2.1

The purpose of this report is to advise Committee of how the Service performed
against key performance measures and associated targets as set out in the
Corporate Services’ 2012-2015 Service Plan, approved by Policy & Resources
Committee on 19 April 2012.

2.2

The performance measures and key projects are linked to the council’s priorities.
The performance monitoring report provides regular opportunity for elected
members to maintain scrutiny of significant activities in order to achieve good
outcomes for the residents of Aberdeenshire.

2.3

Performance for the period April 2012 to March 2013 can be summarised as:Key Service Objectives
1. Engaging effectively with customers and residents to
provide the best services.
2. Enabling employees to fulfil their potential by
equipping them with the necessary knowledge, skills
and tools.
3. Promoting good governance by ensuring the right
things are done in the right way, by the right people,

Are we getting
better?
Consistently high
level of service.
Steady progress.

Consistent service
and good
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Key Service Objectives
at the right time.
4. Encouraging innovation to create a culture of
improvement.
5. Ensure all aspects of our Service are high quality,
continually improving, efficient and responsive to
people’s needs.

Are we getting
better?
progress being
made.
Progressing well.
Yes, in the
majority of
measures.

2.4

There are a total of 20 measures evidencing performance against the key
service objectives. One measure is below expectation (red) and requires
attention and one measure is within acceptable limits (amber). These measures
are detailed in Appendix 1. A comprehensive performance monitoring report for
the period April 2012 to March 2013 is available on Ward Pages.

2.5

There are 23 projects and actions supporting the five key service objectives. Five
projects are behind schedule however all other projects are on schedule or have
been completed. An update on all projects is provided at Appendix 2.

2.6

The Head of Finance and Monitoring Officer within Corporate Services have
been consulted in the preparation of this report and their comments have been
incorporated.

3

Equalities, Staffing and Financial Implications

3.1

An equality impact assessment is not required because the report is to inform
committee on performance and there will be no differential impact, as a result of
the report, on people with protected characteristics.

3.2

There are no specific staffing or financial implications arising from this report but
trends are used to inform improvement activity and future budget planning.

Christine Gore
Director of Corporate Services
Report prepared by
Debbie McGilvray, Support Services Manager
29 May, 2013

No Change or Not Applicable
Getting Worse

Warning

OK

Getting Worse

No Change or Not Applicable

Improving

Short Term Trends

Current
Target

84.0%

Performance
Measure

2d - Percentage of
ICT Service Desk
incident calls
resolved within
timescale

88.3%

84.0%

7,584

Base

Q1 2012/13

Value

Value

2011/12

Last Year

88.0%

Value
6,939

Base

Q2 2012/13
84.5%

Value
8,786

Base

Q3 2012/13

Quarterly Results

81.9%

9,768

Base

Q4 2012/13
Value

85.3%

Value

2012/13

Achieved
Status

Short
Trend

Long
Trend

The ICT Service has a significant
number of vacancies at the
moment and this is having an
effect on the management of and
ability to deal with incident calls.
A recent recruitment programme
resulted in some appointments
being made to the support teams
with new staff joining in June.
Further recruitment will be
required and this process has
now commenced. A full induction
plan has been drawn up to
ensure that all new staff will be
fully trained to support the ICT

Commentary

Service Objective 2: Enabling employees to fulfil their potential by equipping them with the necessary knowledge, skills and tools

Traffic Light: Red 1 Amber 1

Data Only

Unknown

Improving

Long Term Trends

Alert

PI Status

Corporate Services’ Service Plan: Q4 2012/13 Performance Monitoring Exceptions Report
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Current
Target

Value

2011/12

Value

Base

Q1 2012/13
Value

Base

Q2 2012/13
Value

Base

Q3 2012/13

Quarterly Results

Value

Base

Q4 2012/13
Value

2012/13

Achieved
Status

Short
Trend

Long
Trend

environment. This measure
should be back on track in
January 2014.

Commentary

Current
Target

3a - Deliver contracts
that provide the
greatest commercial 90.0%
advantage to the
council

Performance
Measure

N/A

Value

Value

Base

Q1 2012/13

2011/12

Last Year

Base

Value

Base

Q3 2012/13

New Annual Measure for 2012/13

Value

Q2 2012/13

Quarterly Results

Value

Base

Q4 2012/13

60.0%

Value

2012/13

Achieved
Status

Short
Trend

Long
Trend

Service contract plans are aligned
to CPU work plans to ensure
adherence with Financial
Regulations so that all
requirements are subjected to
transparent competition.

Commentary

Service Objective 3: Promoting good governance by ensuring the rights things are done in the right way, by the right people, at the right time

Performance
Measure

Last Year
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31-Mar-2014

Due Date

1.2 Develop mechanisms that
can be used consistently across
the Service to seek stakeholder
feedback and satisfaction levels

Progress
31-Mar-2014

Status

1.1 Develop the business case
for the Customer Service
Strategy

Action

1

Electronic surveys are already in use within the Service to seek feedback from internal
customers. Functions such as Registrars seek feedback from service users via
questionnaires. Where appropriate these mechanisms could be extended to other functions.
Employee Surveys also include aspects of satisfaction with Corporate Services activities such
as communications and HR&OD.

Consideration of appropriate methods underway. The national Customer Satisfaction
Measurement Tool is being investigated. Discussions are planned with other councils to
identify learning opportunities and best practice.

The Improving the Customer Experience (iCE), business case and 3 year work plan were
completed within the revised timescales set by Management Team.
These documents were circulated for comment and high level financial validation to both
Internal Audit and Accountancy prior to approval by the Business Transformation Programme
Board and Management Team.
Engagement sessions were conducted with service management teams, trade unions, and
members in their political groups along with other key stakeholders as part of the
development and awareness process.

Latest Note

Service Objective 1: Engaging effectively with customers and residents to provide the best services

Completed

Not Started; In Progress; Assigned

Unassigned; Check Progress

Overdue; Neglected

Cancelled

Action Status

Corporate Services’ Service Plan 2012-2015 – Annual Review of Key
Projects
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30-Apr-2013

30-Apr-2013

1.5 Implementation of Tell Us
Once initiative in first point of
contact with customers
registering births and deaths

1.6 Review the Registrars
Service to ensure it is
responsive to changed local and
national conditions

The extensive investigative work required for this Review is now complete and the Review
Project Group await discussion of potential Service models and structures at the Review
Steering Group scheduled for 21 May 2013. Further progress will be dependant upon
decisions taken at that Meeting.

The Service continues to promote TUO at first point of customer contact, either through preappointment telephone discussion, or leaflet distribution to health centres and undertakers.
All customers are offered the service. Uptake of TUO is always at the discretion of the
customer. Changes in child benefit legislation have resulted in a reduction of eligibility and
therefore less incentive to use TOU at birth registrations. Figures therefore fluctuate
according to circumstance. January to March period evidenced 30% uptake of TUO at birth
registrations and 60% at death registrations. Figures for month of April evidence 34% uptake
at birth registration and 62% at death registrations.

The first draft of the strategy was completed in February 2013 and circulated among the
communications team and Head of Customer Communication and Improvement for
comment. Feedback highlighted that further strategic work is required regarding the internal
communications action plan, and this work is underway for completion by the end of June
2013. Thereafter, consultation on the strategy will begin.

The new complaints handling process went live on 1 October 2012.

Latest Note

30-Dec-2013

Due Date

2.2 Learning & Development
Strategy

Progress
31-Mar-2015

Status

2.1 Health, Safety and WellBeing Strategy

Action

2

All four initiatives have either been completed or are progressing. It is anticipated that the ongoing initiatives will be completed within the specified timescales, some of which have been
updated to reflect changing circumstances/priorities.

All four initiatives have either been completed or are progressing. It is anticipated that the ongoing initiatives will be completed within the specified timescales, some of which have been
updated to reflect changing circumstances/priorities.

Latest Note

Service Objective 2: Enabling employees to fulfil their potential by equipping them with the necessary knowledge, skills and tools

31-Dec-2013

Due Date

1.4 Develop a new corporate
communications strategy for
2013/14 to 2015/16

Progress
30-Sep-2012

Status

1.3 Deliver new approach to
complaint handling in line with
Scottish Public Sector
Ombudsman (SPSO)
requirements

Action
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29-Mar-2015
30-Sep-2012

31-Mar-2013

31-Jul-2013

2.5 Implement the findings of
the recent review of ICT
Services

2.6 Embed an improved
approach to equalities across
the council and refresh the Multi
Equalities Scheme

2.7 Review of the software that
supports the Committee
administration function to
replace the failing solution and
achieve a robust, effective and
efficient software package

Due Date

2.4 Workforce Strategy

Progress
31-Dec-2013

Status

2.3 Implement Employee
Relationship Management

Action

3

An Extended Project Team meets regularly with representatives from stakeholder groups
including report authors, committee officers, committee support staff, service coordinating
staff, monitoring staff and representatives from printing, procurement and communications.
Process maps have been produced to confirm current practices and identify potential
improvements. Evidence is being collected about the timescales required by current
processes to inform the specification requirements and to provide baseline data post
implementation which will assist in measuring the benefits of the new system. It is expected
that a focus group will commence work on drafting a detailed specification shortly.

A mapping exercise was completed by Grampian Regional Equality Council. Data from this
informed the development of the Mainstreaming Equalities & Outcomes Report 2013-17
published on 30 April 2013. The Corporate Equality Group will formally sign off the mapping
report shortly. Work has commenced on developing self assessment tools to enable ongoing
progress reporting against the outcomes stated in the report.

Activity over recent months includes the development of a Prejudice Incident Reporting DVD
and both Arcadia and the council website content refreshed. Engagement and briefing events
have also been provided across a range of stakeholders as part of the ongoing equalities
communication plan.

The council's approach to Equalities was evaluated as part of the focused Best Value scrutiny
work undertaken by Audit Scotland in November 2012. Audit Scotland confirmed that the
council has the necessary structures and processes to deliver the equalities duties. We have
robust plans in place to identify the main equality issues for the council and its communities
and to raise awareness of elected members and staff on equalities issues.

New structure has gone through consultation and matching is complete. Implementation has
now started and will be complete by end of November 2012.

Both initiatives continue to be progressed. An alternative approach to implementing
succession planning has been agreed and the timescale adjusted accordingly.

Timescales for the development and implementation of the Employee Relationship
Management Project have been updated to reflect changing circumstances, with the
completion date now 31 December 2013.

Latest Note
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30-Apr-2013

31-Mar-2014

3.3 Support the new council
post-election by continuing to
develop the suite of
constitutional documents that
underpin the governance of the
council

Due Date

3.2 Support the reform of the
Fire Service transition from
Grampian Fire and Rescue
Joint Board arrangements to a
single National Fire and Rescue
Service

Progress
30-Jun-2013

Status

3.1 Complete the Confident
Governance Project

Action

4

A report was submitted to the Procedures Committee at its meeting of 20 September 2012
recommending that the Scheme of Delegation would further benefit from being
comprehensively updated; that it would be appropriate to carry out a further review of
Standing Orders to ensure that they complement the new Scheme of Delegation; and that
this opportunity be taken to supplement Standing Orders with more detailed Guidance. The
Procedures Committee acknowledged that updating of procedural documents was a longer
term project which could be carried out over a 12-18 month period, and also accepted that
preparation of guidance could go ahead in association with the revision of Standing Orders.

The Director of Housing & Social Work is leading on consideration and introduction of new
governance arrangements for Fire & Police matters from April 2013 onwards. Options to be
considered by Aberdeenshire Council in due course.

The Confident Governance Project will be completed by the end of June 2013 and the
Confident Governance 2 Project will commence thereafter.

In light of issues highlighted under the Confident Governance project, the Legal and
Governance Service will be carrying out a review of the Council’s position on appointments to
partnerships and other external bodies (Confident Governance 2) which did not fall within the
original Confident Governance project.

The Head of Legal and Governance will ensure that any legal requirements regarding both
the nominations and any recommendation to cease nomination will be dealt with. Confident
Governance folders with general guidance and specific governance information on outside
bodies will be issued to each member as appropriate and a central register of nominations to
outside bodies maintained.

Full Council agreed to approve recommendations regarding nominations to outside bodies at
its meeting on 17 January 2013. These recommendations have been implemented by the
respective Area and Policy Committees and Full Council at their subsequent meetings.

Latest Note

Service Objective 3: Promoting good governance by ensuring the right things are done in the right way, by the right people, at the right time
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31-Mar-2015

30-Apr-2013

4.3 Supporting the organisation
on external audits and
inspections

Due Date

4.2 Implementation of the
Performance Management
System and the support of a
performance management
culture

Progress
31-Oct-2013

Status

4.1 Revise the ICT Strategy for
the Council

Action

5

There are four key milestones within this action:
- External Auditor's Report;
- Shared Risk Assessment and Assurance and improvement Plan Update;
- Best Value 2 scrutiny;
- How Good Is Our Council? Self Assessment and Evaluation

The 2012/13 self assessment and evaluation is focusing on a core set of quality indicators
including 2.1 Impact on Service Users, 5.3 Inclusion, Equality and Fairness, 5.4 Improving
the Quality of Services to Stakeholders, 6.1 Policy Review and Development, 7.3 Staff
Development and Training, 8.2 Financial Management and 9.4 Leadership of Innovation,
Change and Improvement. Staff forums will be held in June to provide further evidence as
part of the initial assessment process. An evaluation of the assessment will be considered by
Management Team prior to reporting to Aberdeenshire Council. The assessment, supporting
evidence and performance evaluation is being maintained in Covalent.

The How Good Is Our Council? 2012/13 self assessment and evaluation commenced on 18
February 2013 with an assessment event with all senior managers. Adverse weather had
resulted in the cancellation of two previously arranged assessment sessions which has
extended the overall timescale for this year's self assessment and evaluation.

All Q1 performance monitoring reports were prepared using the performance management
system and all Committee timescales were met. A range of training and awareness sessions
were undertaken across Services and awareness sessions for Elected Members were also
undertaken.

The two key milestones for this action are:
Enable performance monitoring of 2012-2015 Service Plan in line with the timetable for the
reporting of Q1 performance reports to Policy Committees; and support How Good Is Our
Council through the performance management system.

ICT continue to engage with Services in order to develop an ICT Strategy that aligns with the
business and the Information Management Strategies of the Council. The development of
Aberdeenshire's ICT Strategy has been delayed due to the National Local Government ICT
Strategy timelines. A revised timeline of October 2013 has been identified for consultation
and approval of the Strategy.

Latest Note

Service Objective 4: Encouraging innovation to create a culture of improvement
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Action

Status

Progress

Due Date

6

The How Good Is Our Council? 2012/13 self assessment and evaluation commenced on 18
February 2013 with an assessment event with all senior managers. Adverse weather had
resulted in the cancellation of two previously arranged assessment sessions which has
extended the overall timescale for this year's self assessment and evaluation. The 2012/13
self assessment and evaluation is focusing on a core set of quality indicators including 2.1
Impact on Service Users, 5.3 Inclusion, Equality and Fairness, 5.4 Improving the Quality of
Services to Stakeholders, 6.1 Policy Review and Development, 7.3 Staff Development and
Training, 8.2 Financial Management and 9.4 Leadership of Innovation, Change and
Improvement. Staff forums will be held in June to provide further evidence as part of the initial
assessment process. An evaluation of the assessment will be considered by Management
Team prior to reporting to Aberdeenshire Council.

The Assurance & Improvement Plan Update 2013-2016 was published by Audit Scotland on
25 April 2013. The outcome of the AIP update reflected the positive findings of the BV2 audit.
All of the council's areas of activity have been assessed as 'not requiring scrutiny' with one
sole exception in relation to 'Housing - services for homeless people'. For this area, ‘Further
information required’ was before a performance judgement could be made. A self
assessment was requested which was provided in February 2013 and this has been
considered by the Scottish Housing Regulator. The Scottish Housing Regulator has
subsequently confirmed that there are no significant areas of concern at this time and there
will be no further scrutiny in 2013/14.

The focused Best Value 2 scrutiny was undertaken in November 2012 by Audit Scotland. The
findings of the scrutiny were reported to Management Team in February 2013 and the Audit
Scotland report was presented to Aberdeenshire Council on 24 April 2013. In summary, Audit
Scotland found, positively,that a strong senior management team is developing, there is
effective performance management, there is an established improvement culture in the
council and a strategic approach to workforce planning.

The statement of accounts 2011/12 and annual report by the council's external auditor's,
Deloitte, was completed and presented to Scrutiny and Audit Committee and the Council, two
months earlier than in previous years. The management letter and officers' response was
considered by Aberdeenshire Council on 22 November 2012 and it was agreed that a report
monitoring the implementation of the recommendations should be provided to Scrutiny and
Audit Committee in March 2013 which was done.

Latest Note
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31-Mar-2013

31-Mar-2013

31-May-2012

5.3 Deliver cohesive
improvement processes through
Corporate Services

5.4 Implement a Service
Improvement Board to support
prioritised and adequately
resourced improvement activity

Due Date

5.2 Align Corporate Services'
planning process with those of
other services to ensure crossservice involvement

Progress
31-Mar-2013

Status

5.1 Annual Improvement Plans
generated from National
Procurement Capability
Assessments

Action

7

The Corporate Services Improvement Board was formed in the first quarter of 2012/13. The
board is chaired by the Head of HR&OD. The first meeting of the board took place on 3
August 2012 and Terms of Reference were approved at the meeting.

Reporting to the Improvement Programme Board is taking place on a regular basis with
verbal and written updates considered at each meeting. The Service Improvement Board has
met several times and the Improvement Manager is a member of the group.

A revised service planning timetable is in place, approved by Management Team in August
2012. It is intended that 2013-2016 Service Plans be approved by policy committees no later
than April 2013. The Council Plan 2013-2017 was considered and approved by
Aberdeenshire Council on 25 April 2013.

The Corporate Services 2013-2016 Service Plan was approved by Policy & Resources
Committee on 18 April 2013. Where appropriate the service plan reflects priorities from other
Service Plans. Business and Teams Plans have also been refreshed and updated and
include the priorities of other services where there is a workload implication for the function.
A session has been arranged with all Service Planning leads in June 2013 to consider the
development of the 2014-2017 plans.

2013/14 Improvement Plan has been agreed and is being worked to.

Latest Note

Service Objective 5: Ensuring all aspects of our Service are high quality, continually improving, efficient and responsive to people’s needs
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