AGENDA ITEM NO. 6(a)

Renfrewshire
Council

To: Finance and Resources Policy Board

On: 13 May 2015

Report by: Director of Finance and Resources

Heading:  Service Improvement Plan Outturn Report to 31% March 2015

1. Summary

1.1  The Service Improvement Plan sets out what the department aims to achieve
over the next three years based on the resources likely to be available. It
reflects the main priorities, actions, outcomes and targets set out in the
Council Plan and Community Plan/Single Outcome agreement and details
specific actions that will be undertaken by the department to help make a real
difference in Renfrewshire.

1.2  Implementation of the Service Improvement Plan is monitored and reported to
the Finance and Resources Policy Board on a six monthly basis. A mid-year
progress report detailing progress during the first six months of the year was
presented to the board in November 2014. This outturn report gives an update
on the progress of Service Improvement Plan (2014-2017) actions and
performance for the full year to 31" March 2015.

1.3 Finance and Resources main achievements in 2014/15 include:

e Maintaining the financial stability of the Council by supporting the
implementation of budget decisions in line with the Medium Term Financial
Strategy and achieving a clean audit certificate on the closure of the
2013/14 accounts. The 2015/16 revenue and capital budgets were
approved by Council in February 2015;

e Developing the Better Council Change programme to proactively
address the funding gap outlined in the Medium Term Financial Strategy.
The first phase of the change programme was approved by the Council in
9™ October 2014 and is on target to deliver the expected savings. The
second phase of the programme is now being developed and will focus on



the delivery of transformational change to support realignment of Council
services and to realise efficiency savings;

Establishing Renfrewshire’s Tackling Poverty Commission to carry
out a fundamental and multi faceted review of the causes and impact of
poverty in Renfrewshire. The Commission findings and recommendations
were fully endorsed by the Council. At the meeting in March 2015, the
Council approved £3.23 million to support a programme of preventative
and emergency response measures. The Council is now working with
community planning partners to develop a strategy to take forward a
programme of cross agency initiatives with the local community in line with
the Commission’s recommendations;

Embedding the Scottish Welfare Fund arrangements to ensure that the
fund is accessible to those most in need. A project to raise awareness of
the fund was undertaken by three graduate interns earlier in the year and
an online application for Community Care grants is now in place which has
helped to ensure that applications are processed within target timescales;

Launching the iSave Credit Union initiative to encourage young people
to take a responsible approach to money and savings and to equip them
with the life skills necessary to deal with their finances;

Leading the review of the Corporate Support Model to ensure that our
corporate support arrangements deliver robust, efficient and affordable
professional support services;

Supporting the development of the Glasgow and Clyde Valley City
Deal programme to invest £1.13 billion in infrastructure projects. The
ambitious proposals, developed in conjunction with seven other councils,
aim to deliver over £2 billion in additional economic activity in the Clyde
Valley area and create 29,000 new jobs over the next twenty years. The
assurance framework for the City Deal programme has been finalised,
governance arrangements have been approved and professional support
is in place to deliver the projects;

Completing the review of the scheme for community councils to
ensure the contents and provisions of the scheme remain fit for purpose.
The new scheme was approve and adopted by the Council at a special
meeting on 26™ February 2015. It includes some amendments suggested
by community councils; the provision of annual funding; and the inclusion
of measures to suspend a community council that fails to meet the
requirements of the scheme;

Improving customer service delivery arrangements and by developing
the Customer Access Strategy to redesign existing processes and extend
the use of digital channels to enable customers to access services at a
time which suits their needs;

Developing the Corporate Business Support Model and implementing
a new organisational structure aligned to service activities. Progress has
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1.4

also been made in the redesign and simplification of HR processes to
remove duplication and improve the consistency of data;

Improving Contract Management within the Council to progress further
improvements in procurement processes and practices and to achieve
additional procurement savings;

Supporting the local economy, local businesses and the local
community through initiatives in procurement practices including
encouraging local small and medium sized companies to quote for the
provision of goods and services. The Community Benefits Strategy was
approved by the Procurement Sub-Committee and is being applied to
contracts, where appropriate, to include delivery of benefits such as
employing apprentices from the local community;

Successfully preparing for and conducting elections including the
Scottish Independence Referendum in September 2014, Youth Parliament
elections in March 2015 and UK Government elections in May 2015;

Supporting the Council to effectively prepare for and address the
challenges associated with the creation of the Renfrewshire Health and
Social Care partnership in 1* April 2015 and ensuring that robust support
and governance arrangements are in place throughout the transitional
period,;

Implementing and promoting effective governance arrangements and
provision of appropriate advice and support to deliver major projects,
including the Glasgow and Clyde Valley City Deal, expansion of
Renfrewshire Leisure to manage our cultural and leisure services; the
Council’'s ambitious Paisley Heritage Asset Strategy; delivering the Better
Council Change Programme; implementing a revised management
structure and a revised corporate support model; and implementing and
supporting our citizens through major welfare reform changes;

Supporting a positive performance culture through the completion of
the second cycle of Public Service Improvement Framework (PSIF)
assessments and ongoing implementation of improvement actions across
all service areas in Finance and Resources; and by the development and
implementation of an employee communication and engagement plan to
ensure that employees are kept informed and engaged in changes taking
place within the department and across the wider Council.

The Service Improvement Plan for (2015 to 2018) will be submitted
separately to the board for approval.

2.

Recommendations

It is recommended that the Finance and Resources Policy Board:



(a) Notes the progress made to implement Service Improvement Plan (2014-

17) actions during 2014/15.

3.2

3.3

3.4

4.1

4.2

Background

One of the main purposes of the Service Improvement Plan is to enable
elected members to take stock of what is happening in the service, and to
consider and develop policy options which reflect changing circumstances,
both in terms of customer needs and resource availability and in the context
of the Council’s priorities and the need to deliver Best Value.

The Service Improvement Plan forms part of the process to cascade the
Council’s priorities throughout the organisation. It also provides the means
to integrate other operational plans and action plans. Service Improvement
Plans also help to link council and community planning priorities to Individual
Development Plans, so that every employee knows how they help contribute
to the achievement of Council objectives.

The action plan in appendix one lies at the core of the Service Improvement
Plan. It sets out service priorities, key tasks to be implemented, the
implementation timetable and the outcomes and measures against which
progress can be assessed. It highlights areas where significant progress
has been made and also any actions that have been reviewed or delayed.
Appendix two contains our strategic performance indicators which show how
the service performed in 2014/15.

The Service Improvement Plan process is a key part of our Public
Performance Reporting framework. Regular public performance reports are
produced detailing financial and service performance in our annual accounts,
Key Facts and Figures publication and annual report and also in the
information booklet enclosed with the annual council tax bill issued to all
Renfrewshire residents. Information is also included on the Council website
and in service level public performance reports.

Action Plan progress

Full details of Finance and Resources progress, in terms of implementing the
actions in the Service Improvement Plan (2014-2017) in the year to 31
March 2015, are detailed within appendix one.

The majority of actions have been completed within target timescales. Areas
where there has been some slippage from the original target dates are
identified below:

e Connect Renfrewshire - Digital Access Strategy — the digital strategy is
currently being developed for implementation with our community
planning partners to improve access to digital technology in our most
deprived communities;



e Developing opportunities for sharing digital customer services - the
Customer Access workstream has identified the priority areas for digital
services. Opportunities to design and deliver services will be taken
forward in partnership with service users, communities and other partners;

e Customer service redesign — detailed customer journey maps will be
created for priority digital services identified in the Customer Access
workstream to inform the future service delivery options and streamline
existing service delivery arrangements;

e Conduct areview of receipt and analysis data — work is underway to
standardise data fields in our procurement systems; once this exercise is
complete, management information will be available to enhance reporting
and decision making.

5. Progress against service scorecard

5.1. Our key performance indicators are reported in appendix two. The majority
of our indicators are within target and show that the department is
performing well. Eighteen of our indicators have green status, nine are
amber, three are red, and the remainder are for data only. The indicators to
highlight which are performing particularly well are:

o The Customer Service Unit answered over 70% of the 394,000
telephone calls received within the 40 second target and the average
wait time for the 40,000 face to face enquiries was an average time of
13 minutes 43 seconds (against our target of 20 minutes);

o The target of 100% of FOI reviews to be completed within 20 days has
been met this year;

o In addition to administrating major changes in the national welfare
system, the Benefits Service met all our performance indicator targets,
processing housing benefit applications and Scottish Welfare Fund
grants for some of our most vulnerable citizens within target timescales.
On average, the team processed new housing benefit applications in
25 days (against a target of 29 days); change of circumstance housing
benefit applications were completed in an average of 8 days (against a
10 day target); the average speed of processing a crisis grant was 1
days (against our 2 day target) and the average time to process a
Community Care grant was 9 days (against our 15 day target).

Implications of this report
1 Financial — none.

2 HR & Organisational Development — progress on actions which contribute
to the development of our employees and delivery of our workforce planning
priorities are contained in appendix one.

3 Community Planning —

- Children and Young People — an update on all actions relating to children and
young people is included within appendix one



- Community Care, Health & Well-being - an update on all actions relating to
community, health and well-being is included within appendix one

- Empowering our Communities - an update on all actions relating to encouraging
our communities to participate is included within appendix one

- Greener - an update on all actions relating to increased efficiency and minimising
waste is included within appendix one

- Jobs and the Economy - an update on all actions relating to supporting the local
economy is included within appendix one

- Safer and Stronger - an update on all actions relating to safer and stronger is
included within appendix one

4 Legal - none.
5 Property/Assets - none.
6 Information Technology — progress on ICT actions and developments are

contained in appendix one.

7 Equality and Human Rights — no negative impacts on equality groups or
potential for infringement of individuals’ human rights have been identified
from the recommendations contained in this report. If required, the actual
impact of the recommendations and the mitigating actions will be reviewed
and monitored, and the results of the assessment will be published on the
Council’s website.

8. Health and Safety — progress on health and safety actions and developments
are contained in appendix one.

9. Procurement — progress on actions to develop improved procurement
practices are contained in appendix one.

10. Risk — none.

11. Privacy Impact — none.

List of Background Papers
(@) None

Author: Fiona Naylor, Business Planning and Finance Manager
0141 618 7386
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