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Renfrewshire
Council
To: Finance, Resources and Customer Services Policy Board
On: 14 November 2018

Report by: Chief Executive

Heading: Chief Executive’s Service Improvement Plan 2018-21 Mid-Year Monitoring

Report
1. Summary
1.1. The Chief Executive’s Service Improvement Plan 2018-21 was approved by the

Finance, Resources and Customer Service Policy Board in March 2018.

1.2. In April 2018, the Leadership Board agreed to implement changes to the senior
management arrangements for the council. For the Chief Executive’s Service,
this involved the transfer of the post and responsibilities of the Head of
Regeneration and City Deal Director to the service. A number of actions and
performance indicators relating to regeneration, economic development and
City Deal, which were previously included in the Development and Housing
Service Improvement Plan 2018-21, are now reported in the Chief Executive’s
Service Improvement Plan.

1.3. This report acts as an interim report as the approved Service Improvement
Plans were based on the previous service arrangements. New Service
Improvement Plans will reflect the new service structure next year.

1.4. This report reflects the new service structure and contains details of the Chief
Executive Service’s performance over the period 1 April 2018 to 30 September
2018. The main purpose of the report is to provide:



1.5.

1.6.

1.7.

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.

Key services that are delivered relate to: communications and marketing,
events management, procurement, community planning, the development and
delivery of the City Deal programme, economic growth and regeneration,
strategy development and the provision of policy advice and support. Officers
across the service also provide support and advice to elected members,
directorate management teams, senior officers across the Council and to the
Corporate Management Team. The nature of this work ranges from policy
briefings, press and media support or in relation to the development of key
plans and strategies.

In addition, officers across the service also lead on key initiatives relating to the
Council’s Digital Strategy, the City Deal programme, the Tourism Strategy, the
tackling poverty programme and the organisation’s equalities agenda amongst
other areas.

2.1

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

¢ note the progress that has been made on service performance from April
to September 2018;

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

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

3.1.

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



3.2.

3.3.

3.4.

4.1.

4.2.

4.3.

5.1.

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.

Section 5 of this report provides details of the service’s achievements, aligned
to the 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 Performance Scorecard which forms Appendix 1.

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

Service update

In April 2018, the Leadership Board agreed to implement changes to the senior
management arrangements for the council. For the Chief Executive’s Service,
this involved the transfer of the posts and responsibilities of the Head of
Regeneration and City Deal Project Director to the service.

The Chief Executive’s Service is now made up of several broad service areas:
Policy and Commissioning, Marketing, Communications and Events, and
Economic Development and Regeneration, each with associated delivery units
and employing 225 staff. The service also has a varied remit and oversees
cross-council services such as policy, communications, marketing, economic
development and procurement. Joined-up cross-departmental working is a core
purpose of the Chief Executive’s Service, with teams providing support to other
services as they work towards meeting the Council’s strategic objectives and
priorities in line with corporate practice alongside working closely with external
stakeholders and partners.

The service also has a lead role in terms of supporting continuous improvement
and achieving best value through the work of the Council.

Key achievements in last six months — by Council Plan priority

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:

the delivery of an enhanced events programme for 2018/19, which has attracted
increased audience numbers and UK media coverage. The most recent events
delivered were the very successful Spree Festival and the massively successful
Halloween Festival which attracted 34,000 attendees;

the launch of the paisley.is destination website and dedicated social media
channels, with the website achieving 75,000 unique visitors during quarter 1;

the development and launch of the Paisley Welcomes online training portal for
product familiarisation and customer service excellence for Renfrewshire
tourism businesses, with 15 tourism businesses across Renfrewshire currently
engaged and 56 trainees in progress;

the Paisley 2021 campaign winning the UK Chartered Institute of PR’s award for
excellence, the COSLA Excellence Awards and being shortlisted for the
Holyrood Public Services Awards;

our cultural infrastructure project team are critical to the delivery of the 2021
Legacy Plan. The team have worked successfully to achieve “concept design”
stage for the Paisley Town Hall refurbishment and new Paisley Library and
working towards concept design for Paisley Museum investment by end 2018;

for the first time, securing the headline position for Renfrewshire Council across
broadcast media for 2018 exams results, focusing on telling the story of the
impact that Council services have on local people, for example in relation to
attainment;

the team have worked with services such as the Health and Social Care
Partnership to deliver market engagement events to promote upcoming tender
opportunities and to encourage providers to feedback on how best to shape our
services;

the service is in the final stages of completing the £1million investment
programme for public Wi-Fi. Johnstone and Renfrew are now live and the
Paisley go live will be finalised during winter 2018;

the Procurement Team was recently recognised in the Annual Audit Report
prepared by Audit Scotland. The report concluded that the Council has good
procurement practices in place and is committed to continuous improvement.




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

For example:

e the Live Contracts Register is now published online providing information
on all current contracts keeping supply base informed and providing early
notice of contract renewal dates;

o 25% of all current contracts were awarded to providers located within
Renfrewshire;

e Over 700 Community Benefits have been offered through current Council
contracts awarded to external providers, including a broad range of
employment and education initiatives. These include a ten week
programme offered by a Paisley based contractor, of woodwork classes
provided in schools by one of the contractors joiners, the contractor will
also provide all of the materials for the class to use, promoting learning
and skills for life;

e the Strategic Procurement Team winning the GO Procurement Project of
the Year Award for their input into the Council’s Street Lighting
Replacement Programme.

¢ significant progress has been achieved in terms of progressing City Deal
projects; tenders for the main Glasgow Airport Investment Area contract being
received and currently being evaluated;

e the team are focused on maximising all opportunities relating to local
investments and are continuing to work with partners on the delivery of an
Advance Manufacturing Innovation District in Renfrewshire;

e the Townscape Heritage Initiative/Conservation Area Regeneration Scheme
(THI/CARS) project continues to make good progress with one building repair
project successfully completed and several projects on site including the first
new residential flats on Paisley High Street for a generation;

e funding being secured through the Heritage Lottery Fund for Paisley and
Renfrewshire’s Great Place Scheme;

e our economic development service is focused on promoting business growth
and employment locally. The Invest in Business Programme supported 123 new
business start-ups and delivery of 38 Business Gateway workshops with 287
attendees. Benchmarking confirms that this performance compares well with our
neighbouring authorities;

e An economic development conference is planned for later in November 2018
with a specific focus on delivering inclusive economic growth in Renfrewshire;
and

e Project Search started its fifth intake in July with 12 new young people joining
the programme.




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:

developing a new model of ‘Local Partnerships’, which was agreed by Council in
late September. These new structures represent a new way of working for
communities, elected members and partners to work together at a local level,
and will see more power devolved to communities to establish local priorities
and deliver against these. The new Local Partnerships were developed following
an extensive programme of engagement with communities and elected
members, including the Cross Party Sounding Board, with the first meetings
arranged to take place in late 2018;

the annual programme of community planning engagement events took place in
October 2018, with the partnerships team out and about talking to interested
groups and individuals about the new Local Partnerships;

the launch of the Community Empowerment Fund in July alongside the
establishment of a single point of contact for communities. The fund is
progressing well with a number of awards made to date and a good pipeline of
other applications coming forward for development;

publication of the Community Planning Partnership Annual Report which was
reported to Board in September and submitted to the Scottish Government. This
highlighted real progress across a number of key areas and allowed partners to
identify priorities for the next 12 months;

holding several meetings and workshops with Community Planning Partners on
Brexit preparations. A number of shared areas of interest have been identified
with a report on the Council’s preparations being prepared for submission to the
Leadership Board in December;

the establishment of a new youth panel comprising 20 young people who will
take the lead on event design and delivery, including the very successful
Halloween Festival,

the LEADER programme, our European Union funded Community Development
Scheme which focuses on delivering a bottom-up method of support for rural
development working with a wide range of community organisations and private
businesses, has resulted in five applications being approved for funding; and

under Community Benefits offered by contractors awarded Council contracts,
interactive sessions have been offered to school children on the dangers of
construction sites, promoting safety and increasing hazard awareness.




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:

reviewing and implementing a new Tackling Poverty programme which was
approved by Leadership Board in June 2018. This provided continued funding
for programmes and initiatives having a real impact on the ground such as
breakfast clubs, peer health initiatives and school counselling, amongst others;

e preparing for the implementation of the new Fairer Scotland duty with a report
submitted to Leadership Board in September 2018 outlining future requirements
for the Council;

e undertaking a mapping exercise to understand the support services available
across Renfrewshire in preparation for Universal Credit rollout, working as part
of the wider Advice Renfrewshire partnership to ensure services are ready to
support the impact;

e the development of a British Sign Language (BSL) Plan in consultation with BSL
users and the wider public which was submitted to the Scottish Government in
October 2018. A new BSL Action Plan was agreed to be progressed in
partnership by service users, the Council and partners;

¢ holding an affordable credit event over the summer for partners which was well
attended; and

e ensuring fair working practices are considered for all providers tendering to
provide products and services to and for the Council.

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:

e the Renfrewshire Fairtrade Steering Group continues to meet regularly to
support communities in achieving and renewing Fairtrade status. The Steering
Group supported World Fairtrade Day, the Paisley 10k and the Renfrewshire
schools Fairtrade Awards;

e the provision of a marketing and communications plan supporting recent waste
changes to keep the public fully informed;




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

e winning the New Civil Engineer Low Carbon Leader Award through
incorporating a range of measures to reduce carbon emissions on our Glasgow
Airport Investment Area and Clyde Waterfront and Renfrew Riverside City Deal
Infrastructure projects;

e continued marketing and communications support for the Team Up to Clean Up
campaign, with a very successful thank you event held for volunteers and all
involved in the Town Hall in September 2018; and

e embedding sustainable procurement, including consultation with the Soil
Association Scotland to ensure the promotion of sustainable food.

Strategic Outcome 5: Working together to improve outcomes

Achievements April 2018 — September 2018
The service’s achievements to date for this priority include:

e the successful completion of the second round of The Lens intrapreneurship
programme in Renfrewshire culminating in an awards ceremony for 8 finalists
from across Council services in June 2018. The programme encourages front
line staff to bring forward ideas which they receive support and investment to
develop from industry leading professionals;

e areview being undertaken of the council’s complaints handling policy which will
be submitted to a future board for approval. New guides have been developed
for members of the public and staff;

e the introduction of a new on-line survey platform to be used by services to
improve citizen engagement;

e receiving a positive Annual Audit report from Audit Scotland which recognised
the progress being made to implement the recommendations in our Best Value
Assurance Report;

e the development of a self-evaluation toolkit, with services piloting this in
December 2018.The the aim of this approach will be to engage even more with
staff about the improvement of their service;

e services now enhancing the use of geographic information, population
projections and economic data provided by the data analytics team to improve
the efficiency and accessibility of services;

e supporting services to submit successful applications for external accreditation
such as the COSLA Excellence Awards, the Guardian Public Service Awards
and the Holyrood Public Services Awards;




Strategic Outcome 5: Working together to improve outcomes

the approval of the new Communications and Marketing Strategy 2018-2022
which outlines key projects and campaigns to be delivered during 2018/19; and

the completion of phase 1 of the Council’s new intranet with a refreshed internal
communications plan being approved in May 2018.

5.2
5.21

5.2.2

6.1.

6.2.

6.3.

Areas where actions have been reviewed or delayed

The due date for developing a new digital strategy for Renfrewshire, focusing on
economic growth, digital skills and digital participation has been extended. This
will allow for a more detailed strategic review to be undertaken which allows us
to build on the success of DigiRen and work on enhancing digital skills, and the
implementation of the public Wi-Fi project; and success of DigiRen and internal
work on digital skills.

The review of corporate grants process and monitoring arrangement is slightly
behind schedule due to team resource being focused on the new Community
Empowerment Fund roll-out.

Progress against service scorecard

The service scorecard contains 28 indicators, a subset of which is reported on a
quarterly basis, as part of the CMT scorecard.

Of the 21 indicators with targets, 15 are performing well, 1 requires monitoring
and 5 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:

e Number of followers on social media is increasing each quarter with an
increase of 4,743 followers compared to quarter 2 2017/18;

e Number of friends on Facebook is performing well, with an increase from
17,500 in Q1 2018/19 to 17,800 in Q2 2018/19;

e Local spend at events is performing above the target of £200,000 for
quarter 2 at £273,100;

e Number of Credit Union members is above target with 20,261 members
against a target of 19,000;




6.4.

7.1

e 100% of invoices were paid within 30 days, which is above the target of
90.5%; and

e 39 properties are on the Buildings at Risk Register, which is above the
target of 42.

The scorecard highlights the following areas which are currently below target:

e Average number of work days lost through sickness absence was 1.05
for Quarter 2 which is below the target of 0.48. The quarter 2 figure
however represents an improvement since quarter 1, where it was 1.57
days. Due to the size of the service, a small number of long term
absences can have a significant impact on this figure. Absence continues
to be monitored by senior managers on an ongoing basis to support
attendance;

e The regional economic impact of events was below target in quarter 2,
£1,929 compared to target of £30,000. The monitoring of this figure has
been impacted by a change of research company which provides us with
this data;

o 89% of FOI requests were completed within timescales, compared to
target of 100%;

e 70% of complaints were responded to within timescales, which is below
target. The service led a review into our complaints handling policy and
as the recommendations from the review are being implemented,
performance will improve; and

e The number of unemployed people being supported through the council’s
Employability Programme is below target, 154 against a target of 250.
The numbers are lower than anticipated for the quarter although
traditionally unemployment figures are lowest during this quarter. The
service recently underwent a full service redesign and has moved to a
sectoral approach in line with growth sectors which should positively
impact on this figure.

Priorities over the next six months

The service continues to deliver the actions contained in the plan and will
prioritise the following over the next six months:

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

Progressing the investment programme of Paisley Town Centre. The proposed
£100m+ investment into Paisley’s strongest cultural assets, including Paisley

Museum and library alongside the creation of outdoor event space which offer
increased reasons for day visits and for local people to spend more time there.



7.2

7.3

7.4

7.5

7.6

7.7

7.8

7.9

7.10

Coordinating a partnership approach which seeks the best outcomes for the
local area. A long-term Paisley Vision will be developed during 2019 with the
Scottish Government and Scottish Towns Partnership which will aim to set out
lessons for other traditional town centres.

Recent announcements linked to Advanced Manufacturing District at Inchinnan
could see £350m invested (including NMIS and MMIC which will be unique in
Scotland) in the next 5 years to an area centred around the new City Deal
infrastructure. The service needs to ensure that this investment is co-ordinated
around a strong brand and offer which attracts further investment beyond the
stated levels. This will create significant employment opportunities at the site
and within the supply chain and at present the service are commencing
preparation of a Skills Action Plan with partners to ensure that the “workforce of
tomorrow” is able to recognise and make the most of these opportunities.

Progressing the development and delivery of the 3 City Deal projects: Glasgow
Airport Investment Area (GAIA); the proposition for the Advanced Manufacturing
Innovation District Scotland (AMIDS); and Clyde Waterfront & Renfrew
Riverside (CWRR).

Addressing the audit recommendations of Airport Access project (AAP):
following the independent audit commissioned by Transport Scotland. This work
is being undertaken in liaison with Transport Scotland, Network Rail and Jacobs

Work will continue with member authorities to look to develop a City Region
approach to Youth Guarantee and for new Intensive Employability Programme
for Parents (as part of the Tackling Child Poverty Delivery Plan 2018-22).

GAIA South/Paisley North project: work is continuing develop a draft business
case for a possible Paisley North/GAIA South project. Following a review of the
draft business case, the next steps for this will be agreed.

Undertaking contingency planning to prepare for Brexit outcomes and working
across a number of other priority sectors for the local economy, including care,
healthcare, creative industries and tourism.

Working with Renfrewshire’s first business led Economic Panel (and six sectoral
sub-groups) to advise on the first ever Renfrewshire Economic Strategy which
will be consulted upon by summer 2019.

Continue to deliver year 1 activity within the Renfrewshire Visitor Plan including
successful delivery of the council’s winter events programme and associated
marketing campaigns; and



7.11

7.12

7.13

7.14

7.15

7.16

7.17

7.18

Establishing the Charitable Trust for the Paisley Museum Capital Appeal and
appointment of a Capital Appeal Director and fundraising team will be a priority
of the marketing and communications service.

Work will continue to develop options for a possible bid to the Department for
Digital, Culture, Media and Sport to support the Council’s ambitions for a full
fibre build throughout Renfrewshire as part of the Council’s wider digital
strategy.

We will continue to develop our Community Benefits strategy and promote
partnership working across the Council and with the voluntary sector to drive
regeneration and improve opportunities for all.

Strategic Outcome 2: Building strong, safe and resilient communities

The service will support the development of the new local partnerships and local
area action plans. This is a significant exercise which will also be delivered
alongside the continued development of the single point of contact for
community groups and organisation of the community empowerment fund.

Strategic procurement will continue to work closely with all Council services and
key stakeholders to promote early engagement and actively encourage a
strategic commissioning approach to promote the delivery of sustainable
services which deliver the Council’s strategic outcomes and help to ensure
financial sustainability.

Strategic Outcome 3: Tackling Inequality, ensuring opportunities for all

The development of new partnership arrangements to deliver on new Child
Poverty Action Plans, required to be in place and led by health boards and local
authorities in 2019.

The formation of a Drug and Alcohol Commission with the principal aim being to
assess the nature, causes and impact of drug and alcohol misuse in
Renfrewshire. It is envisaged that the first meeting of the Commission will take
place in early 2019. with membership of the Commission being comprised of
national and local experts in relation to the key areas of focus, as well as being
drawn from lead professionals working in Renfrewshire to support people
affected by drug and alcohol misuse.

The service will co-ordinate the scoping and implementation of Renfrewshire’s
Improving the Cancer Journey project, in conjunction with Macmillan. The main
aim of the project is to develop and deliver for everyone in Renfrewshire with a
cancer diagnosis.



7.19

7.20

7.21

8.2

Strategic Outcome 5: Working together to improve outcomes

Self-evaluation is an important aspect of understanding how we are performing
and where there are areas for improvement. Services are currently being
identified to take part in the piloting of our new self-evaluation framework with
the aim of this commencing in December 2018.

We will continue to monitor absence and support attendance at work as part of
a wider commitment to staff health and wellbeing.

We will focus on the continued delivery of the marketing and communications
strategy. Over the next six months this will include: staff engagement and
communications through the ongoing implementation of Business World and
phase 2 intranet development; delivering the marketing and PR campaign to
support changes to waste collections; supporting the 2019/20 budget process;
providing communications support for the Better Council change programme;
supporting the cultural infrastructure programme; ongoing deliver of service
actions within the legacy programme for 2021; and development of the
Advanced Manufacturing Innovation District - Scotland (AMIDS) brand and
positioning of the wider City Deal Infrastructure projects.

Financial outlook

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. The scale of this
challenge remains subiject to a significant degree of uncertainty in relation to the
local government settlement and also because of other 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. The Chief
Executive’s Service continues to lead on these areas of activity.

Implications of the Report

1.

Financial — The Service Improvement Plan includes an analysis of the Revenue
and Capital budget for 2018/19.



10.

11.
12.

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

Community/Council Planning — as detailed in report

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 it is for noting. 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.

Health & Safety - None
Procurement - None

Risk — The Service Improvement Plan supports the overarching management of
risk with Renfrewshire Council and aligns closely with the Chief Executive’s
Service’s Risk Register.

Privacy Impact — None

Cosla Policy Position - None

List of Background Papers none

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