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1.1

1.2

1.3

1.4

Mid-Year Monitoring Report
Summary

The finance and resources service improvement plan 2018-21 was approved
by the finance, resources and customer services policy board in March 2018.
The plan sets out the priorities for the development of the service over a three
year period and details the actions which will contribute to the priorities of both
the Council and the Community Planning Partnership. It also sets out the
actions which will ensure continuous improvement across the service and the
performance indicators which ensure the impact can be measured.

This report contains details of the service’s performance over the period 1 April
2018 to 30 September 2018. The main purpose of the report is to provide
members with:
e details of the key achievements of the service over the period;
e a progress update on implementing the action plan linked to the 2018-
21 service improvement plan;
e details of how the work of the service contributes to the service scorecard
of core performance indicators; and
e an overview of priorities for the service over the next six months.

The service has an overarching strategic role within the organisation, working
with external partners at a local and national level, and with internal services to
drive improvement and to progress the strategic objectives of the organisation.

Finance and resources is one of the largest services within Renfrewshire
Council and employs approximately 1,200 employees. The service has a wide



1.5

and varied remit. It covers the breadth and depth of all Council business and is
integral to a number of high profile projects and improvements within other
Council departments. Finance and resources supports the Council to
strategically manage and plan for the effective and sustainable deployment of
its financial, workforce, technological and physical resources in both the short
term but also the medium to longer term remains a key overarching priority for
the service.  The service provides multi-disciplinary professional support
functions and key priorities and these are intrinsically linked and influenced by
the development and delivery of major investment programmes and projects
which are critical to supporting the Council to deliver against its wider key
objectives.

The mid-year monitoring report sets out the progress the service has made
against their priorities for ensuring financial sustainability of the Council,
delivering on the Council’'s transformation programme, supporting major
investment and strategically managing the Council’s, legal, property, ICT,
human resources administration and customer services as well as maintaining
sound governance across the Council.

21.

Recommendations
The Finance, Resources and Customer Services Policy Board is asked to:

e note the progress that has been made on service performance;

e note the progress made on actions and performance in the action plan;
and

e note that an outturn report on full year performance will be provided to
this Board in summer 2019.

3.1

3.2

Background

The service improvement plan is a comprehensive statement of the outcomes
the service aims to achieve, and the actions it will take to achieve these. It fits
within the wider planning framework of the Council by taking account of
Community Planning themes and Council priorities. It enables elected members
to have oversight of developments within the service and to consider and
develop policy options which reflect customer need and resource availability.

The service improvement plan also provides a mechanism by which elected
members can evaluate the performance of the service. The appendices to the
plan contain an action plan and performance indicators against which progress
can be measured. This mid-year monitoring report provides an update on
progress made in the first six months of the 2018-21 plan.



3.3

3.4

4.1

Section 5 of this report provides details of the service’s achievements, aligned
to Council Plan priorities, over the period April to September 2018. It highlights
areas of significant progress and details of action to be taken to address any
areas where performance is below target. Further detail is provided in the Action
Plan and the Performance Scorecard which forms Appendix 1.

An outturn report providing full year performance will be brought before this
board in summer 2019.

Service update

Finance and Resources is one of the largest services in Renfrewshire Council.
It employs over 1,200 staff. The service has a wide and varied remit providing
support for other services in the form of business administration, and a full
range of professional support and advisory functions such as financial, property
and legal services, as well as audit, information and communication technology
for the Council and its partners, as well as providing the main customer services
activity for the Council such as the rollout of Business World. This system will
transform the way the Council manages and delivers its key financial and
management processes.

Finance and Resources core activities include:

e Delivering effective strategic management of the Council’s financial,
property, ICT and human resources maintaining sound corporate
governance across the Council;

e Providing high quality advice and support to the Council to effectively
develop and deliver its medium term financial strategy, and ensuring that
the Council is deploying increasingly limited resources in an effective
and financially sustainable manner which supports the delivery of
strategically key objectives and outcomes;

¢ Delivering high quality professional services;

e Delivering efficient and effective licensing, customer and business
services and achieving the best possible standards of service for our
customers;

¢ Developing the organisation to create capacity to manage change and
sustain a positive performance culture;

e Supporting work tackling the causes and impact of poverty;

e Supporting the Better Council Change Programme (BCCP)
transformation programme to enable and deliver change, modernisation
and preventative spend;

e Positively engaging, influencing and managing changes in public sector
policy;

¢ Reducing our carbon footprint to help create a greener Renfrewshire;



Supporting elected members and the democratic procedures of the
Council; and

Protect Council resources through effective internal audit, risk
management and counter fraud services.

5. Key achievements in last six months — by Council Plan priority

5.1. The Service has made strong progress on the outcomes and underpinning
actions set out in the service improvement plan over the last six months, the
wider Council Plan priorities and has implemented a number of transformation
and change initiatives for the Council to aid towards the current and future
financial sustainability of the organisation.

5.2. Detailed below are some of the service’s achievements over the last six months,
aligned to the Council Plan priorities. Full detail on the service’s progress in
terms of implementing the tasks outlined in the current Service Improvement
Plan over this period is included as Appendix 1 to this report.

Strategic Outcome 1: Reshaping our place, our economy and our future

Achievements April 2018 — September 2018

The service’s achievements to date in relation to this priority include:

Elected Members approved the updated financial outlook for 2019-2021
in September 2018. The outlook provided a range of scenarios in terms
of the potential financial position of the Council over the medium term and
forms a key part of the Council’s ongoing medium term financial planning
arrangements and preparations for setting the 2019/20 budget.

ensuring that the Council’s current financial position remains stable and
within the financial planning parameters established when the Council set
its budget for 2018/19. Audit Scotland has recently completed their audit
of the 2017/18 accounts and the audited financial position remains in line
with that reported to Council in June 2018.

our ongoing work to provide a wide range of professional and business
support to deliver the Cultural Infrastructure Programme, which will result
in substantial investment in our venues and town centre infrastructure;

continue to provide high quality advice and support to effectively develop
and deliver on the medium term financial strategy; and

providing a range of multi-disciplinary professional services and expertise
to support the delivery of major economic and regeneration priorities such
as City Deal and Heritage-led Regeneration Investment.




Strategic Outcome 2: Building strong, safe and resilient communities

Achievements April 2018 — September 2018

The service’s achievements to date in relation to this priority include:

continuing to progress Community Asset transfer applications, with 42
requests having been received to date and staff are working positively
with all applicants to develop their proposals;

development of a Community Asset Transfer ‘Roadshow’ which was
delivered in September with approximately 40 attendees. Further events
for 2019 are being considered with Development Trust Association
Scotland; and

continuing to support the delivery of the School Estates Management Plan
in conjunction with Children's Services colleagues.

Strategic Outcome 3: Tackling inequality, ensuring opportunities for all

Achievements April 2018 — September 2018

The service’s achievements to date in relation to this priority include:

detailed preparations have been undertaken to prepare customers and
council services for the introduction of Universal Credit Full Service across
Renfrewshire on 18 September 2018. The focus has been on working with
DWP and other partners to provide information to the public on how and
where to claim, including digital and personal budgeting support;

developing effective modelling tools to identify and monitor the impact of
welfare reform changes, including Universal Credit, on Council services
and resources;

tracking the actual impacts of Universal Credit on Renfrewshire residents
now that it is live to ensure that Council services continue to support
citizens and manage the resource demands;

liaising with COSLA and Scottish Government officials in relation to the
new social security powers for Scotland and have contributed to
consultations and information sharing events; and

developing a counter fraud policy which will be taken to CMT and board
for approval.




Strategic Outcome 4: Creating a sustainable Renfrewshire for all to enjoy

Achievements April 2018 — September 2018

The service’s achievements to date in relation to this priority include:

continuing to make excellent progress in respect to the Carbon
Management Plan to ensure it is on programme and an update report will
be provided to Infrastructure, Land & Environment Policy Board;

continuing to ensure energy management initiatives are aligned to our
Capital Investment programme and Corporate Asset Strategy to optimise
use of our property estate and reduce overall running costs and energy
consumption levels. The ongoing programme will support the release of a
further £0.2 million of efficiencies between now and the end of 2017/18;
and

employing a Targeting and Monitoring Officer to work with Head Teachers
and Building Managers to identify areas for improvement in terms of gas
and electricity usage.

Strategic Outcome 5: Working together to improve outcomes

Achievements April 2018 — September 2018

The service’s achievements to date in relation to this priority include:

a key focus of the OD Strategy 2016-19 is to improve efficiency,
modernise our ways of working and support long term sustainability. To
support this, the HR & OD Policy Review Plan for 2018 has progressed
well throughout the year with five new HR& OD Policies being approved
by Board which include Recruitment, People, Performance and Talent
Policy, Flexible Working, Trade Union Facility Time Policy and Parenting
Leave and Pay policies;

100 frontline employees attended digital skills training during summer
2018;

Council services continue to make good progress implementing their
workforce planning priorities with 71% of the overall Council’s Workforce
Plan has been completed to date;

launching the Cross Organisational Mentoring Scheme in September
2018 involving Renfrewshire, Glasgow, Inverclyde, South Lanarkshire,
West Dunbartonshire Councils and NHS Greater Glasgow and Clyde.
Each partner has put forward mentors and mentees across senior




Strategic Outcome 5: Working together to improve outcomes

manager levels to facilitate the sharing of knowledge and expertise to help
us see and do things differently and improve outcomes;

e delivering a week of member development sessions in April, with 31
members attending at least one session. Sessions included personal
safety, council budget, social media and ICT drop in sessions.

e implementing Business World for core users on 1 October, and self-
service for all services and partners on 18 October 2018. The new system
represents the biggest single technology project ever undertaken by the
Council and provides the platform to transform how the Council
approaches and delivers its key business and financial processes.

o staff working on Digital First Projects attending service design and digital
masterclasses run by the Scottish Government and academic institutions
supporting the development of user centric strategy and service design;

e the Corporate Asset Strategy 2018-2021 being approved by Board in
June;

e the development of the Customer Strategy 2017-2022 action plan which
Is underway to create a programme team leading the implementation of
the new Strategy;

e appointing BT as our Telephony as a Service partner. The Contact Centre
solution was implemented in the spring of 2018 and mobile sims were
swapped over to BT during the summer; and

e over 30,000 Renfrewshire citizens having signed up for MyAccount and
over 200 new users joining each week;

e implementing General Data Protection Regulation (GDPR) in
Renfrewshire which represented the most significant change to data
protection in twenty years.

Progress against service scorecard
6.1. The service scorecard contains 29 indicators, a subset of which is reported as
part of the CMT scorecard on a quarterly basis.

6.2. Severalindicators have been removed from the scorecard as they are no longer
collected:



6.3.

6.4.

Cost of democratic core per 1,000 population — this was a statutory
indicator but is no longer collected as part of the Local Government
Benchmarking Framework and therefore has been removed from the
scorecard;

The number of councillors with a Personal Development Plan in place —
this indicator

Percentage of managers in the 360 process and percentage of
employees having completed IDPs — these indicators are no longer
collected as a new Performance Appraisal process was approved by
board in June which will involve developing new indicators to capture the
appraisals being completed with managers and employees; and

Customer satisfaction rating for services delivered by the Customer
Service Unit — a new survey system is being implemented and this
indicator will be reinstated once able to collect data.

Of the 28 indicators with targets, 19 are performing well, 7 require monitoring
and 2 are below target. Performance is regularly reviewed by senior managers
across the service who use this information to target service improvement
activity.

A full summary of performance is outlined in the service scorecard at Appendix
1. The scorecard highlights the following areas of positive performance for
quarter 2:

Time taken to process new housing benefit applications was well within
the target, 20.56 days compared to target of 24;

Time taken to process change of circumstances housing benefit
applications was within target, 8.47 days compared to target of 10;

It took an average of 1 day to process a Crisis Grant, compared to target
of 2;

Community Care Grants continue to be processed within timescales, 13
days compared to target of 15;

95.38% of invoices were paid within 30 days across the whole council,
compared to a target of 90.5%;

98% of calls to the Customer Service Centre were answered, compared
to target of 90%;

100% of customer enquiries were resolved at first point of contact by
Customer Service advisors against a target of 90%;

The average waiting time for customers in the Customer Service Centre
was 12.04 minutes, compared to a target of 20 minutes;

100% of FOI reviews were completed within 20 days which meets the
target of 100%;

60.27% of council tax due has been collected which met target;

51.4% of Non-Domestic Rates were collected in quarter 2 against a
target of 51.27%; and

45.9% of the Audit Plan has been completed by quarter 2 compared to
target of 42.8%.



6.5.

7.2.

7.3.

7.4.

7.5.

7.6.

The scorecard highlights the following areas as being below target:

e 61.8% of IT service requests were fulfilled within target fix time,
compared to a target of 85%;

e The average number of work days lost through sickness absence was
2.624 days, this is below the target of 1.47. Monitoring of absence
continues across the service with monthly reports being provided to
senior managers.

Priorities over the next six months

In September 2018, the director of finance and resources submitted a report to
full Council on the financial outlook for 2019-2021. The report noted that whilst
the Council’s current financial position remains stable, it is recognised that the
Council will continue to face significant medium term financial challenges to
maintain its financial stability and sustainability going forward. The scale of this
challenge remains subject to a significant degree of uncertainty in relation to
the local government settlement and also factors such as Brexit and pay
inflation.

The report noted that each service is involved in an ongoing programme to
identify existing resources which can be used to offset new emerging pressures,
as well as new opportunities for change and transformation. Due to the potential
scale of future savings requirements there will be an increasing need for the
Council to make fundamental transformational changes to how the organisation
operates, engages with customers and works with local communities and
businesses. Finance and Resources Service will continue to support these
areas of activity.

The service will continue to lead on the work to prepare for Brexit and the impact
it may have across the Council and the Renfrewshire area. The service will
continue to work closely with its community partners to ensure a joint response
is developed when more detailed implications of Brexit emerge.

The Better Council Change Programme will continue to be led by the service
with a renewed focus on priorities, customers and communities. This
programme will provide a platform for innovation and change ensuring we the
financial challenges are met whilst transforming services.

Digital First work will continue to progress and will play a key role in changing
the way that the council engages and operates with customers and
stakeholders.

The continued roll out of Business World functionality including planned /
unplanned absence and year-end activities will be a focus for the service. The
continued roll out of Telephony as a Service (TaaS) will be implemented during
the remainder of 2018 with pilot sites going live during November and
December and the main rollout due to be implemented in January with
completion by spring 2019.



7.7 Work has commenced on developing a new employee benefits package for
employees with an expected launch date of spring 2019. Employee benefits
offer a way to attract and retain employees and contribute towards improving
well-being and enhancing staff engagement. Examples of employee benefits
may include discount schemes, salary sacrifice schemes such as cycle to work,
and ICT equipment and voluntary healthcare and financial well-being initiatives.

Implications of the Report

1.

Financial — none

HR & Organisational Development — The Service Improvement Plan
links closely with the Workforce Plan for Finance and Resources Service,
ensuring that the workforce is in a strong position to deliver key priorities
now and in the future.

Community/Council Planning —

Our Renfrewshire is thriving - none

Our Renfrewshire is well - none

Our Renfrewshire is fair - none

Our Renfrewshire is safe - none

Reshaping our place, our economy and our future — none
Building strong, safe and resilient communities — none
Tackling inequality, ensuring opportunities for all — none
Creating a sustainable Renfrewshire for all to enjoy — none
Working together to improve outcomes - none

Legal - none

Property/Assets — none

Information Technology - none

Equality & Human Rights - The Recommendations contained within this
report have been assessed in relation to their impact on equalities and
human rights. No negative impacts on equality groups or potential for
infringement of individuals’ human rights have been identified arising from
the recommendations contained in the report because for example it is for
noting only. If required following implementation, 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 & Safety - none
9. Procurement — none

10. Risk — the Service Improvement Plan supports the overarching
management of risk with Renfrewshire Council and aligns closely with the
Finance and Resources Risk Register.

11. Privacy Impact - none

12 Cosla Policy Position — none

List of Background Papers none

Author:  Gemma Wilson, Strategic Planning and Policy Development Officer, 618
5796
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