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1.2

1.3

Summary

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.

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 2015. This outturn report gives an update
on the progress of Service Improvement Plan (2015-2018) actions and
performance for the full year to 31 March 2016.

Finance and Resources (FAR) main achievements in 2015/16 include:

Continuing to maintain the current and on-going financial stability of the
Council whilst ensuring resources are available to support the Council to
effectively and sustainably deliver on key priorities and plans particularly in
the context of the challenging economic climate and a larger than anticipated
reduction in government grants.



Implementing major change projects, most significantly the delivery of the
revised Corporate Support Model, to support the Council’'s financial position
and provide a more flexible and responsive service to meet the needs of the
Council.

Transforming how we interact with our customers through the development of
the customer portal which was launched in March 2016.

Major changes within ICT service — co-location of ICT services, the
agreement and implementation of new organisational structure, the
establishment of a staff consultation group, the appointment of a hosting
partner and WAN partner and the development and initiation of the
transformation programme

Establishing sound governance structures for key Council projects including
the City Deal and Paisley 2021 and providing high quality ongoing support.

Supporting the successful go live of Renfrewshire Health and Social Care
Partnership on the 1% April 2016.

Improvements in key areas of our measureable performance including
reducing the time taken to process benefits (despite the changing and
challenging environment), reducing the time taken to pay council invoices
(benefiting local businesses) and reducing the cost of collecting council tax
(through streamlining our support service functions)

Commissioning advice agencies to deliver new advice services to our citizens
(including Renfrewshire Citizens Advice Bureau and Renfrewshire Law
Centre)

Development of our Organisational Development Strategy which was
approved by the Leadership Board in December 2015

Since extending the Energy Advice Renfrewshire project in June 2015, the
team has managed 257 referrals to date - this has resulted in £39k of ongoing
savings and £17k of capital savings (including debt written off)

Reduction of Council’s energy consumption and carbon emissions, delivering
over £140,000 in savings across the property estate

Successful 18001 audits with no areas of non-conformance identified
Retaining our gold standard Healthy Working Lives Award

Johnstone Town Hall won Scottish Property Awards Development of the Year
(Public Building) 2015 and a Civic Trust Award 2016 commendation

Successfully administering the 2015 UK general election



1.4

The Cross Organisational Mentoring Initiative won the Professional
Development Award at the Scottish Mentoring Network Awards in November
2015

Successful counter fraud pilot carried out in 2015, leading to the
establishment of the permanent team within Internal Audit

The Service Improvement Plan for 2016 to 2019 was submitted to the board
and approved in March 2016.

Recommendations

It is recommended that the Finance and Resources Policy Board:

(a) Notes the progress made to implement Service Improvement Plan (2015-
18) actions during 2015/16.

3.2

3.3

3.4

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 2015/16.

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.



4.1

4.2

4.3

4.4

4.5

4.6

5.1

5.2

Information is also included on the Council website and in service level public
performance reports.

Action Plan progress

Full details of FAR’s progress, in terms of implementing the actions in the
Service Improvement Plan (2015-2018) in the year to 31 March 2016, are
detailed within appendix one.

The vast majority of actions have been completed within target timescales.
Actions such as developing the Council’s response to welfare reform to help
reduce the impacts on local people have taken significant (and continuing)
efforts by FAR employees of all levels and have made a real different to the
people of Renfrewshire.

There has also been significant progress across a number of HR and OD
related actions due in part to the development of the new OD Strategy; an
implementation plan for rolling this strategy out is now in development and will
continue to be monitored through a series of related action contained in the
new SIP (2016-19).

There are a number of actions where lead responsibility has moved to other
service areas. Developing and leading projects and new initiatives which can
then be moved into other service areas reflects the dynamic and varied nature
of Finance and Resources as a service.

There are very few actions which have had any significant slippage from the
original target dates. In Finance, the development of a long-term financial
strategy has been constrained by delays in the local government settlement
and uncertainty over the scale of future reductions which are not expected to
be announced by the Scottish Government until late 2016. Revisions will be
made to the medium and longer term financial plans over the summer of 2016
with a view to an updated financial outlook and strategy being developed. This
action is picked up in the new SIP (2016-2019).

In ICT, while the reorganisation is still on track, the speed of progress has
been a marginally slower than anticipated, mainly due to the lengthy
processes involved in significant restructures and successfully leading the
workforce through this transition period.

Progress against service scorecard
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. 19 of our indicators have green status, 6 are amber, 5 are red, and the

remainder are for data only.

Indicators where performance should be noted include:



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 well within target timescales. On average, the team
processed new housing benefit applications in 22 days (against a target of 24
days); change of circumstance housing benefit applications were completed in
an average of 6.88 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 10 days (against our
15 day target).

Despite undergoing a significant period of change with a reorganisation, ICT
indicators show excellent performance — above target and the customer
satisfaction rating in particular is both above the target and above the rate this
time last year.

60.31% of employees have completed IDPs (from MDP/MTIPD) which is
lower than the 100% target and shows a year on year reduction since
2013/14. This performance during the course of 2015/16 reflects the impact of
restructuring activity occurring across the service, including the significant
change in relation to the implementation of the Corporate Support Model in
2015/16. With the implementation of the new Organisational Strategy and with
many of the new structures now in place, we anticipate this performance will
improve in 2016/17.

The Customer Service Centre has experienced an unprecedented level of
staff turnover since the autumn of 2015, with 68% of staff moving on, mainly
to other posts in the council. Autumn through to Spring is historically the
busiest period in the year and this has had an impact on performance levels
with call wait times performing significantly below target (38% answered within
40 seconds against a target of 70%).This has understandably affected the
customer satisfaction rating which is sitting at 75.11% against a target of 85%.
Focussed management attention is devoted to recruiting and training new
staff; introducing new switchboard and queue management technology; and
working with services to reduce repeat and unfulfilled calls to the service
centre all of which is expected to return the service back to a position which
supports the sustainable delivery of target performance levels.

Implications of this report

1

2

Financial —none.

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 - progress on property actions and developments are
contained in appendix one.

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 — none
10. Risk — none.

11. Privacy Impact — none.

List of Background Papers
(@) None

Author: Pauline Moss, Service Planning and Development Manager, 0141 618 7411
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