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Agenda Item 9 
Scotland Excel 

 
To:  Joint Committee 
 
On:  08 December 2017 

Report  
by  

Director Scotland Excel 
 

Operating Plan Update 2017-18 
 

1. Purpose of the report 
 

In June 2015, Scotland Excel’s Joint Committee approved a new three-year 
corporate strategy supported by a rolling annual operating plan. This report presents 
an update on our performance against the 2017-18 operating plan.  

 
2. Reporting methodology 
 

Progress reports are produced quarterly to track Scotland Excel’s performance 
against operating plan activities.  Reports are produced at the end of each quarter 
and submitted to Executive Sub-Committee meetings. Half yearly and annual reports 
are also submitted to Joint Committee meetings.     

 
The reports summarise the progress made against operating plan activities and uses 
a ‘traffic light’ symbol to provide a quick guide to the status of each activity:  

 
 

Project or activity is currently stalled or significantly behind schedule 
 

Project or activity is progressing at a slower pace than anticipated and/or 
results have been weaker than expected 

 

Project or activity has been completed and/or is progressing in line with 
expected/agreed timelines and targets 

   
3. Progress to date 
 

The following report provides an update on activities undertaken during the first half 
of the 2017-18 operating plan period. At this stage in the year, the majority of 
activities are progressing in line with plans and are indicated by a green symbol. A 
small number of project-based activities are running behind schedule and are 
indicated as amber. The report also tracks performance against ten key performance 
indicators (KPIs). 

 
4. Recommendation 
 

The members of the Joint Committee are invited to note the progress made by 
Scotland Excel in the delivery of the 2017-18 operating plan. 
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cc
ou

nt
 

m
a

na
ge

m
en

t s
er

vi
ce

s t
ha

t 
m

ee
t t

he
 c

ol
le

ct
iv

e 
a

nd
 

in
d

iv
id

ua
l n

ee
d

s o
f l

oc
a

l 
a

ut
ho

rit
y 

cu
st

om
er

s 

 C
on

tin
ue

 to
 d

ev
el

op
 a

nd
 

im
p

le
m

en
t i

m
p

ro
ve

m
en

ts
 to

 
a

cc
ou

nt
 m

a
na

ge
m

en
t 

se
rv

ic
es

 
 

 A
cc

ou
nt

 m
a

na
ge

rs
 a

re
 c

on
tin

ui
ng

 to
 d

el
iv

er
 Q

ua
rte

rly
 B

us
in

es
s R

ev
ie

w
s,

 
a

nd
 a

ct
 a

s a
 k

ey
 lia

iso
n 

b
et

w
ee

n 
th

e 
or

ga
ni

sa
tio

n 
a

nd
 c

us
to

m
er

s. 
 

Fu
rth

er
 o

p
p

or
tu

ni
tie

s t
o 

im
p

ro
ve

 a
cc

ou
nt

 m
a

na
ge

m
en

t s
er

vi
ce

s
w

ill 
b

e 
id

en
tif

ie
d

 th
ro

ug
h 

th
es

e 
m

ee
tin

gs
.  

(b
) D

ev
el

op
 a

nd
 im

p
le

m
en

t a
 

st
a

ke
ho

ld
er

 e
ng

a
ge

m
en

t 
st

ra
te

gy
 th

at
 su

pp
or

t t
he

 
d

el
iv

er
y 

of
 fi

rs
t c

la
ss

 
cu

st
om

er
 e

xp
er

ie
nc

e 
a

cr
os

s a
ll o

f o
ur

 se
rv

ic
es

 

 C
om

p
le

te
 th

e 
st

a
ke

ho
ld

er
 

en
ga

ge
m

en
t s

tra
te

gy
  

 D
ev

el
op

 a
nd

 im
p

le
m

en
t a

 
se

ni
or

 st
ak

eh
ol

d
er

 
en

ga
ge

m
en

t p
la

n 
 

 In
iti

at
e 

a
 c

us
to

m
er

 c
a

re
 

fo
ru

m
 to

 su
pp

or
t o

ng
oi

ng
 

im
p

ro
ve

m
en

ts
 to

 c
us

to
m

er
 

se
rv

ic
e 

 
 P

ub
lis

h 
a

 re
po

rt 
on

 th
e 

re
su

lts
 

of
 th

e 
20

17
 c

us
to

m
er

 
sa

tis
fa

ct
io

n 
su

rv
ey

 
 D

ev
el

op
 a

 'f
ut

ur
e 

d
ig

ita
l' 

st
ra

te
gy

 to
 su

pp
or

t o
nl

in
e 

d
el

iv
er

y 
of

 c
us

to
m

er
 

in
fo

rm
a

tio
n 

a
nd

 se
rv

ic
es

  

 

 T
he

 st
a

ke
ho

ld
er

 e
ng

a
ge

m
en

t s
tra

te
gy

 w
ill 

b
e 

co
m

p
le

te
d

 in
 Q

3,
 a

nd
 w

ill 
cl

os
e 

of
f t

hi
s p

ro
je

ct
.  

To
ol

s d
ev

el
op

ed
 a

s p
a

rt 
of

 th
is 

pr
oj

ec
t w

ill 
be

 u
se

d
 

to
 d

ev
el

op
 n

ew
 se

ni
or

 st
a

ke
ho

ld
er

 e
ng

a
ge

m
en

t p
la

ns
. 

 E
ng

a
ge

m
en

t p
la

ns
 w

ill 
be

 d
ev

el
op

ed
 fo

r s
en

io
r s

ta
ke

ho
ld

er
 g

ro
up

s i
n 

Q
3.

 
A

 tr
a

in
in

g 
se

ss
io

n 
fo

r E
xe

cu
tiv

e 
Su

b
-c

om
m

itt
ee

 m
em

b
er

s w
ill 

ta
ke

 p
la

ce
 

in
 N

ov
em

b
er

.  
 T

he
 c

us
to

m
er

 c
a

re
 fo

ru
m

 w
ill 

be
 e

st
a

bl
ish

ed
 in

 Q
3 

to
 o

ve
rs

ee
 th

e 
im

p
le

m
en

ta
tio

n 
of

 th
e 

st
ak

eh
ol

d
er

 e
ng

a
ge

m
en

t s
tra

te
gy

, a
nd

 re
sp

on
d

 
to

 th
e 

fin
d

in
gs

 o
f t

he
 c

us
to

m
er

 sa
tis

fa
ct

io
n 

su
rv

ey
. 

 R
ep

or
ts

 o
n 

th
e 

fin
d

in
gs

 o
f t

he
 c

us
to

m
er

 sa
tis

fa
ct

io
n 

su
rv

ey
 w

er
e 

pr
od

uc
ed

 fo
r s

en
io

r s
ta

ke
ho

ld
er

s a
nd

 st
a

ff 
d

ur
in

g 
Q

1,
 a

nd
 a

 re
p

or
t w

a
s 

pr
od

uc
ed

 fo
r p

ro
cu

re
m

en
t l

ea
d

s i
n 

Q
2.

  A
 g

en
er

al
 re

p
or

t o
n 

fin
d

in
gs

 w
ill 

be
 p

ub
lis

he
d

 o
n 

th
e 

w
eb

sit
e 

in
 Q

3.
 

 IC
T 

bu
sin

es
s r

eq
ui

re
m

en
ts

 h
a

ve
 b

ee
n 

ga
th

er
ed

 fr
om

 a
cr

os
s t

he
 

or
ga

ni
sa

tio
n 

a
nd

 a
re

 b
ei

ng
 u

se
d

 to
 in

fo
rm

 a
 n

ew
 IC

T/
D

ig
ita

l s
tra

te
gy

 



 

10
 

 

(c
) D

ev
el

op
 a

nd
 im

p
le

m
en

t a
 

co
rp

or
a

te
 c

om
m

un
ic

a
tio

ns
 

st
ra

te
gy

 th
at

 e
nh

a
nc

es
 a

nd
 

p
ro

te
ct

s S
co

tla
nd

 E
xc

el
’s

 
co

rp
or

at
e 

re
pu

ta
tio

n 

 C
om

p
le

te
 th

e 
m

a
rk

et
in

g 
a

nd
 

co
m

m
un

ic
a

tio
n 

st
ra

te
gy

 
 D

ev
el

op
 a

nd
 im

p
le

m
en

t a
 

p
la

n 
to

 e
nh

a
nc

e 
Sc

ot
la

nd
 

Ex
ce

l’s
 p

ro
fil

e 
a

nd
 re

p
ut

a
tio

n 
 

 C
on

tin
ue

 to
 d

el
iv

er
 

m
a

rk
et

in
g/

co
m

m
un

ic
a

tio
ns

 
in

iti
at

iv
es

 to
 p

ro
m

ot
e 

Sc
ot

la
nd

 E
xc

el
 se

rv
ic

es
 

 

Th
e 

m
a

rk
et

in
g 

a
nd

 c
om

m
un

ic
a

tio
ns

 st
ra

te
gy

 is
 in

 d
ev

el
op

m
en

t, 
a

nd
 w

ill 
be

 c
om

p
le

te
d

 sl
ig

ht
ly

 la
te

r t
ha

n 
a

nt
ic

ip
a

te
d

 in
 Q

3.
  T

hi
s e

xp
la

in
s t

he
 

st
ra

te
gi

c 
a

pp
ro

a
ch

 ta
ke

n 
b

y 
Sc

ot
la

nd
 E

xc
el

 to
 d

ev
el

op
, p

la
n 

a
nd

 
im

p
le

m
en

t a
ct

iv
iti

es
 w

hi
ch

 p
ro

m
ot

e 
ou

r s
er

vi
ce

s a
nd

 in
cr

ea
se

 th
e 

pr
of

ile
 

of
 th

e 
or

ga
ni

sa
tio

n.
 

 A
 c

om
m

un
ic

a
tio

ns
 p

la
n 

ha
s b

ee
n 

co
m

p
le

te
d

 w
hi

ch
 b

rin
gs

 to
ge

th
er

 
re

q
ui

re
m

en
ts

 fo
r c

or
p

or
a

te
 c

om
m

un
ic

a
tio

ns
, p

ub
lic

 a
ffa

irs
 a

nd
 

st
a

ke
ho

ld
er

 e
ng

a
ge

m
en

t a
ct

iv
ity

 id
en

tif
ie

d
 th

ro
ug

h 
w

or
ks

ho
ps

 w
ith

 
se

ni
or

 m
a

na
ge

rs
.  

Th
e 

pl
a

n 
w

ill 
be

 a
cc

om
p

a
ni

ed
 b

y 
a

 ro
llin

g 
ca

le
nd

a
r o

f 
p

ro
m

ot
io

na
l o

p
p

or
tu

ni
tie

s a
gr

ee
d

 w
ith

 th
e 

Se
ni

or
 M

a
na

ge
m

en
t T

ea
m

. 
 T

he
 m

a
rk

et
in

g 
a

nd
 c

om
m

un
ic

a
tio

ns
 te

a
m

 d
el

iv
er

ed
 a

 ra
ng

e 
of

 a
ct

iv
iti

es
 

in
 Q

2 
in

cl
ud

in
g 

p
re

ss
 re

le
a

se
s a

nd
 so

ci
a

l m
ed

ia
, t

he
 la

un
ch

 o
f t

he
 

Su
p

p
lie

r D
ev

el
op

m
en

t A
w

a
rd

s, 
p

ro
m

ot
in

g 
th

e 
ne

w
 L

 &
 D

 p
ro

gr
a

m
m

e 
a

nd
 o

rg
a

ni
sin

g 
Sc

ot
la

nd
 E

xc
el

’s
 p

re
se

nc
e 

a
t t

he
 S

O
LA

C
E 

co
nf

er
en

ce
.  

(d
) D

ev
el

op
 a

nd
 im

p
le

m
en

t a
 

m
od

el
 fo

r a
ss

oc
ia

te
 

m
em

b
er

s w
hi

ch
 d

el
iv

er
s 

cl
ea

r b
us

in
es

s a
nd

 fi
na

nc
ia

l 
b

en
ef

its
 to

 S
co

tla
nd

 E
xc

el
 

a
nd

 th
e 

m
em

b
er

sh
ip

 b
a

se
 

 C
on

tin
ue

 to
 re

cr
ui

t h
ou

sin
g 

a
ss

oc
ia

tio
ns

 in
 lin

e 
w

ith
 th

e 
a

ss
oc

ia
te

 m
em

b
er

 st
ra

te
gy

 
 D

ev
el

op
 a

n 
a

ss
oc

ia
te

 
m

em
be

r o
ffe

rin
g 

fo
r t

hi
rd

 
se

ct
or

 o
rg

a
ni

sa
tio

ns
 

 
 F

ou
r h

ou
sin

g 
a

ss
oc

ia
tio

ns
 w

er
e 

re
cr

ui
te

d
 a

s a
ss

oc
ia

te
 m

em
b

er
s i

n 
Q

2.
 

 D
ev

el
op

m
en

t a
 th

ird
 se

ct
or

 a
ss

oc
ia

te
 m

em
b

er
sh

ip
 o

ffe
rin

g 
ha

s b
ee

n 
d

el
a

ye
d

 u
nt

il Q
4.

 

(e
) D

ev
el

op
 a

nd
 im

p
le

m
en

t a
 

pr
og

ra
m

m
e 

fo
r e

ng
a

gi
ng

 
w

ith
 th

e 
w

id
er

 p
ub

lic
 se

ct
or

 
to

 e
ns

ur
e 

Sc
ot

la
nd

 E
xc

el
 

ha
s t

he
 ri

gh
t p

a
rtn

er
sh

ip
s i

n 
pl

a
ce

 to
 su

pp
or

t t
he

 n
ee

d
s 

of
 it

s c
us

to
m

er
s  

  

 C
on

tin
ue

 to
 h

os
t a

nd
/o

r 
a

tt
en

d
 fo

ru
m

s t
o 

ga
th

er
 

se
ct

or
 v

ie
w

s a
nd

 sh
ar

e 
in

fo
rm

a
tio

n 
 C

on
tin

ue
 to

 re
p

re
se

nt
 th

e 
se

ct
or

 o
n 

m
a

tt
er

s r
el

a
tin

g 
to

 
p

ub
lic

 p
ro

cu
re

m
en

t 
 C

on
tin

ue
 to

 e
ng

a
ge

 w
ith

 
re

le
va

nt
 st

a
ke

ho
ld

er
s i

n 
th

e 
w

id
er

 p
ub

lic
 se

ct
or

 
en

vi
ro

nm
en

t 

 

 S
co

tla
nd

 E
xc

el
 c

on
tin

ue
s t

o 
ho

ld
 a

nd
/o

r a
tt

en
d

 fo
ru

m
s f

or
 se

ct
or

 
st

a
ke

ho
ld

er
s. 

 T
he

se
 in

cl
ud

e 
st

ee
rin

g 
gr

ou
p

s f
or

 c
on

tra
ct

 d
ev

el
op

m
en

t, 
p

ro
cu

re
m

en
t c

a
p

a
b

ilit
y 

a
nd

 so
ci

a
l c

a
re

, a
s w

el
l a

s a
tt

en
d

a
nc

e 
at

 th
e 

Sc
ot

tis
h 

Lo
ca

l G
ov

er
nm

en
t P

ro
cu

re
m

en
t F

or
um

.  
 S

co
tla

nd
 E

xc
el

 c
on

tin
ue

s t
o 

re
p

re
se

nt
 se

ct
or

 in
te

re
st

s a
t m

ee
tin

gs
. T

he
se

 
in

cl
ud

e 
go

ve
rn

m
en

t f
or

um
s f

or
 c

ol
la

bo
ra

tiv
e 

pr
oc

ur
em

en
t, 

co
ns

tru
ct

io
n,

 
be

st
 p

ra
ct

ic
e 

a
nd

 p
ro

fe
ss

io
na

l d
ev

el
op

m
en

t. 
 

 S
co

tla
nd

 E
xc

el
 c

on
tin

ue
s t

o 
en

ga
ge

 w
ith

 a
 w

id
e 

ra
ng

e 
of

 st
a

ke
ho

ld
er

s 
a

nd
 p

a
rtn

er
s. 

 T
hi

s a
ct

iv
ity

 w
ill 

b
e 

fo
rm

a
lis

ed
 a

s p
a

rt 
of

 th
e 

st
a

ke
ho

ld
er

 
en

ga
ge

m
en

t s
tra

te
gy

. 

A
 A
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G
oa

1 
4:

  B
ec

om
in

g 
th

e 
pa

rtn
er

 o
f c

ho
ic

e 
fo

r d
el

iv
er

in
g 

sh
ar

ed
 s

er
vi

ce
s 

 

St
ra

te
gi

c 
ob

je
ct

iv
es

 

4.
1 

Im
p

le
m

en
t o

rg
an

isa
tio

na
l d

ev
el

op
m

en
t p

ol
ic

ie
s w

hi
ch

 su
p

p
or

t a
 h

ig
hl

y 
sk

ille
d

, m
ot

iv
a

te
d

 a
nd

 e
ng

a
ge

d
 w

or
kf

or
ce

 

4.
2 

Im
p

le
m

en
t b

es
t p

ra
ct

ic
e 

pr
oc

es
se

s a
nd

 te
ch

no
lo

gy
 w

hi
ch

 su
pp

or
t t

he
 e

ffi
ci

en
t a

nd
 e

ffe
ct

iv
e 

d
el

iv
er

y 
of

 se
rv

ic
es

 to
 c

us
to

m
er

s 

4.
3 

Im
p

le
m

en
t r

ob
us

t s
tra

te
gi

es
, g

ov
er

na
nc

e,
 ri

sk
 m

a
na

ge
m

en
t a

nd
 fu

nd
in

g 
m

od
el

s w
hi

ch
 d

em
on

st
ra

te
 a

 m
ea

su
ra

b
le

 re
tu

rn
 o

n 
in

ve
st

m
en

t a
nd

 se
cu

re
 

Sc
ot

la
nd

 E
xc

el
’s

 fu
tu

re
 

 

A
ct

iv
ity

 
Ye

ar
 3

 P
rio

rit
ie

s 
RA

G
 s

ta
tu

s 
Pr

og
re

ss
 s

um
m

ar
y 

(a
) D

ev
el

op
 a

nd
 im

p
le

m
en

t a
 

st
ra

te
gy

 to
 su

pp
or

t s
ta

ff 
re

cr
ui

tm
en

t, 
re

te
nt

io
n,

 
d

ev
el

op
m

en
t, 

pe
rfo

rm
a

nc
e 

a
nd

 e
ng

a
ge

m
en

t  

 C
om

p
le

te
 th

e 
d

ev
el

op
m

en
t 

an
d

 im
p

le
m

en
ta

tio
n 

of
 a

n 
or

ga
ni

sa
tio

na
l d

ev
el

op
m

en
t 

st
ra

te
gy

 

 
 T

he
 p

ro
je

ct
 to

 d
ev

el
op

 a
nd

 im
p

le
m

en
t a

n 
O

rg
a

ni
sa

tio
na

l D
ev

el
op

m
en

t 
st

ra
te

gy
 h

a
s c

on
tin

ue
d

 d
ur

in
g 

Q
2 

b
ut

 is
 p

ro
gr

es
sin

g 
m

or
e 

slo
w

ly
 th

an
 

a
nt

ic
ip

at
ed

.  
Th

e 
pr

oj
ec

t s
tru

ct
ur

e 
ha

s b
ee

n 
st

re
a

m
lin

ed
 o

 re
d

uc
e 

re
so

ur
ce

 re
q

ui
re

m
en

ts
 a

nd
 in

cr
ea

se
 th

e 
pa

ce
 o

f d
el

iv
er

y.
 

(b
) D

ev
el

op
 a

nd
 im

p
le

m
en

t 
pr

og
ra

m
m

es
 to

 su
pp

or
t t

he
 

co
nt

in
uo

us
 im

p
ro

ve
m

en
t o

f 
b

us
in

es
s p

er
fo

rm
a

nc
e,

 
sy

st
em

s a
nd

 p
ro

ce
ss

es
 

 A
g

re
e 

a
nd

 d
el

iv
er

 2
01

7-
18

 
in

te
rn

al
 tr

a
ns

fo
rm

a
tio

n 
p

ro
je

ct
s 

 Im
p

le
m

en
t a

 sp
en

d
 d

a
ta

 
m

a
na

ge
m

en
t a

nd
 re

p
or

tin
g 

so
lu

tio
n 

 C
on

tin
ue

 to
 p

la
n 

a
nd

 
im

p
le

m
en

t t
he

 m
ig

ra
tio

n 
of

 
th

e 
IC

T 
in

fra
st

ru
ct

ur
e 

to
 a

 
cl

ou
d

 e
nv

iro
nm

en
t 

 U
nd

er
ta

ke
 a

ss
es

sm
en

t t
o 

re
ne

w
 C

IP
S 

a
cc

re
d

ita
tio

n 

 

 S
co

tla
nd

 E
xc

el
’s

 b
us

in
es

s c
ha

ng
e 

te
a

m
 is

 c
on

tin
ui

ng
 to

 m
a

na
ge

 se
ve

n
in

te
rn

al
 p

ro
je

ct
s t

o 
su

pp
or

t s
tra

te
gi

c 
go

a
ls 

a
nd

 c
on

tin
uo

us
 im

pr
ov

em
en

t . 
 S

p
ik

es
 C

a
ve

ll 
ha

ve
 b

ee
n 

co
m

m
iss

io
ne

d
 to

 d
ev

el
op

 a
 sp

ec
ifi

ca
tio

n 
fo

r a
 

sy
st

em
 to

 m
a

na
ge

 sp
en

d
 d

a
ta

.  
M

ee
tin

gs
 a

re
 b

ei
ng

 a
rra

ng
ed

 w
ith

 
co

un
ci

ls,
 su

pp
lie

rs
 a

nd
 st

a
ff 

to
 u

nd
er

st
a

nd
 d

a
ta

 u
sa

ge
 a

nd
 c

ha
lle

ng
es

. 
 F

ol
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