
 

 

 

 

To:   Finance, Resources and Customer Services Policy Board 

On:  7 June 2017 

 

Report by: Director of Finance and Resources Services  

 

Heading: Finance and Resources – Overview of Performance (2016/17) and Service 
Improvement Plan 2017-2020 

 

1. Summary 
 
1.1 The purpose of this report is to provide an update on the performance of Finance and 

Resources Service Improvement Plan for the 12 month period to 31 March 2017 and the 
updated Service Improvement Plan for 2017/20. Specifically this report provides: 

 a summary of performance of Finance and Resources for the 2016/17 period, with detailed 
explanation on all relevant actions and performance indicators in the performance 
summary paper attached as Appendix 1 to this report; and 

 an updated Service Improvement Plan covering the period from 1 April 2017 to 31 March 
2020 attached as Appendix 2 to this report. 

 
1.2 Based on assessment of the performance of the service over 2016/17, and further analysis of 

the strategic context in which the service and Council currently operates within, Finance and 
Resources Service Improvement Plan has been reviewed and is now submitted for approval by 
elected members of the policy board. 

 
1.3 Service Improvement Plans are comprehensive documents which are an important element of 

elected member scrutiny of service level activity and associated performance levels.  Service 
improvement plans are three year rolling documents which are reviewed and updated on an 
annual basis to ensure there is sufficient focus by services on improvement activity and 
ensuring that there is cognisance of the key challenges and opportunities which have emerged 
for the service over the preceding period. 
 

1.4 Finance and Resources have continued to progress an ambitious programme of service 
development and improvement over 2016/17.  Finance and Resources operates within a 
dynamic financial, demographic and policy environment, with a number of new and emerging 
developments or legislation at a national level having a significant impact at a local level, in 
addition to local factors such as changing population, ongoing partnership work to tackle 
poverty, modernisation of the school estate, major economic regeneration projects and the 
focus on improving customer access to our services. 



 

 

 

 
1.5 In light of these challenges, the service has reviewed the Service Improvement Plan for the 

period 2017-2020, and identified a range of actions that will be undertaken by officers in 
partnership with all stakeholders, to improve and develop service provision. A revised 
performance scorecard has been developed as a critical element of the Service Improvement 
Plan.  This includes a number of specific performance indicators and associated targets which 
will be used to monitor and track progress. 

1.6 The Finance and Resources senior management team reviews progress against all 
performance indicators and service improvement actions on a quarterly basis.  Six monthly 
reports on the service improvement plan are reported to this policy board, with the next updated 
scheduled for November 2017. 

__________________________________________________________________ 

 
2.  Recommendations 
 
2.1  It is recommended that the Finance, Resources and Customer Services Policy Board: 
 

(a)  notes the content of the Overview of Performance (2016/17) report at Appendix 1; 
(b)  approves the Service Improvement Plan 2017-2020 at Appendix 2; and 
(c)  agrees that progress in terms of implementation of the Service Improvement Plan be 

reported to the Board in November 2017. 
_________________________________________________________ 
 
3. Overview of Performance 2016/17 
 
3.1 One of the 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 in the 
context of the Council’s priorities and the need to deliver Best Value. 
 

3.2 Appendix 1 provides an update on the progress made by the service during 2016/17 in terms of 
implementing the Service Improvement Plan. It includes an update on the Service’s action plan 
and performance scorecard of indicators as at 31 March 2017. 
 

3.3 Further detail is provided in appendix 1, on the key actions that have been delivered during 
2016/17, some examples have been listed below:  

 Medium Term Financial Strategy was approved by Council on the 29th September 2016 
and the Council’s revenue and capital budgets for 2017/18 was approved by Council on 
the 16th February 2017 both of which have supported ongoing financial stability and 
sustainability for the Council, providing a firm basis on which to move forward and meet 
the significant future financial challenges faced by the Council;  

 On line My account now live for council tax, benefit customers and housing rent 
information is providing greater access and choice for customers;  

 Service successfully supported the delivery of three elections in 2016. Supported 88,197 
(turnout 69.3%) to vote in the European Referendum in June 2016 and 90,272 (turnout 
of 60%) in the Scottish Parliament Elections in May 2016;  

 The service has contributed significantly to the successful progress that has been made 
across a wide range of major projects and key priorities for the Council including City 
Deal, Heritage led regeneration including Paisley 2021, Better Council Change 
Programme, Tackling Poverty etc;  



 

 

 

 Senior officers are continuing to engage with DWP and the Scottish Government  in 
relation to the roll out of Universal Credit and the devolution of social security powers to 
Scotland including attending Scottish Government workshops; 

 The Carbon Management Plan is on target to deliver the savings identified; and 

 The establishment of Counter Fraud team on the 1st April 2016, to strengthen the 
Council’s resilience to fraud and to promote an anti-fraud culture. 

 
3.4 The performance scorecard contained within this appendix contains 27 indicators. Of the 

indicators with targets: 15 are performing strongly, 4 are slightly behind of target and require 
monitoring and 3 are behind target.  For the remaining five 2016/17 data is still being 
calculated. 
 

3.5 Detailed commentary is provided for each indicator within appendix 1 of this report. Examples 
of strong performance include: 

 Percentage of customer enquiries resolved at first point of contact by Customer Services 
advisors, this remains at 100% against a target of 90%.  Customer enquiries are supported 
by Customer Service Unit (CSU) back office teams; 
 

 Percentage of invoices paid within 30 days for Finance and Resources was 99.44% above 
the 98% target, from a total of 8,413 invoices 8,366 were processed within 30 days for the 
service; and 

  
 Time taken for processing change of circumstance housing benefit applications for 2016/17 

is 5.98 days which is almost half of the 10 day target. 

 
4  Service Improvement Plan 2017-2020 
 
4.1 The Service Improvement Plan is part of the process of cascading the Council’s priorities 

throughout the organisation. It also provides the means to integrate the various operational 
action plan and links to financial, risk management and workforce planning processes. Work is 
also being progressed within the Council to ensure that Service Improvement Plans link Council 
and Community Planning priorities to team and Individual Development Plans, so that every 
employee knows how they help contribute to the Council achieving its objectives. 

 
4.2 The Service Improvement Plan provides a strategic assessment of the key challenges and 

changes which will impact upon the service during the period of the delivery of this plan 
including the challenging and uncertain financial environment and significant demographic 
changes and the resultant impact on new/planned legislation. 

 
4.3 Renfrewshire Council, along with other Scottish local authorities, continue to face a financial 

challenge over the next few years.  The Council has been able to maintain financial stability 
during a period of uncertainty and economic downturn despite considerable demand pressures 
and reducing resources. 

 
4.4 The priorities of Finance and Resources are aligned with those in the Council Plan and 

Community Plan, and will require to be reviewed and refreshed in response to the new Council 
Plan and Local Outcome Improvement Plan which will be published in Autumn 2017.  In 
addition, there may be improvement activities which the service will support at a Council level, 
in relation to the Best Value Audit Assurance process which the Council is currently progressing 
with Audit Scotland. 

 
4.5 Finance and Resources supports all the Council and Community Plan priorities through our 

support and advisory roles. Finance and Resources also lead on a number of areas, work 
streams, projects and actions which directly feed into six of the Council Plan priorities:  



 

 

 

 Driving physical and economic regeneration. 
 Creating a sustainable Renfrewshire. 
 Reducing the level and impact of poverty 
 Raising Attainment and closing the attainment gap. 
 Supporting our employees.  
 Continuing to be a well run Council.  

 
4.6 The action plan for 2017-2020, set out in appendix 2, details the specific action/milestones that 

will be implemented over the next three years to deliver on the priorities identified by the 
service. 

 
4.7 The performance scorecard also set out in appendix 2, details the performance indicators which 

will be used to help measure progress towards achieving the priorities identified by the service. 



 

 

 

 

 Implications of the Report 

1. Financial – The financial position is considered within appendix 2. 
 

2. HR & Organisational Development - The development of our employees is 
a key priority for the service.  Within the action plan priority 9 details the 
main HR and OD actions that will be undertaken. 
 

3. Community Planning  

Any risks relating to the Community Planning themes are reflected within 
Appendix 2. 

4. Legal.- The plan contains a number of actions relating to new legislation.  
The Service Improvement Plan details the actions to be taken in relation to 
forthcoming and planned legislative changes 
 

5. Property/Assets - Appendix 2 outlines the actions that will be undertaken to 
manage the property estate. 
 

6. Information Technology - A key part of the Better Council change 
programme is centred on the development and delivery of our ICT strategy.   
 

7. Equality & Human Rights 
 

(a) 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. 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 – All developments are in line with the Council’s Health and 

Safety policy and procedures.   
 

9. Procurement – none  

10. Risk - any significant risks associated with the delivery of the service 
outcomes contained in this plan have been identified and included within the 
Risk Management Plan which is monitored by the Senior Management 
Team. 
 

11. Privacy Impact – none  
 

 

 List of Background Papers 
 
(a)  None 

 
Author:           Nicola Irvine-Brown, Assistant Strategic Planning & Policy 
Development Manager 0141 618 7414 
 

 





 
 

 

 
 
 
 

Appendix 1 – 
 
 

Renfrewshire Council 
 
 

Overview of Performance of Finance and 
Resources Service Improvement Plan 2016/17 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 

  



 
 

 

Title: Overview of Performance of Finance and Resources Service Improvement Plan 2016/17 
Date: 7th June 2016 
 
1. Top line  
 
1.1 One of the 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 in the context of the Council’s 
priorities and the need to deliver Best Value. 
 

2. Progress on Finance and Resources Action Plan during 2016/17 
 
2.1 Appendix 1 provides an update on all improvement plan actions and performance indicators which were 

approved as part of the Service Improvement Plan for 2016/17. 
 

2.2 Detailed performance updates are provided for each action.  In 2016/17 Finance & Resources progressed 
a range of actions as follows: 

 Medium Term Financial Strategy was approved by Council on the 29th September 2016 and the 
Council’s revenue and capital budgets for 2017/18 was approved by Council on the 16th 
February 2017 both of which have supported ongoing financial stability and sustainability for the 
Council, providing a firm basis on which to move forward and meet the significant future 
financial challenges faced by the Council;  

 On line My account now live for council tax, benefit customers and housing rent information is 
providing greater access and choice for customers;  

 Service successfully supported the delivery of three elections in 2016. Supported 88,197 
(turnout 69.3%) to vote in the European Referendum in June 2016 and 90,272 (turnout of 60%) 
in the Scottish Parliament Elections in May 2016;  

 The service has contributed significantly to the successful progress that has been made across a 
wide range of major projects and key priorities for the Council including City Deal, Heritage led 
regeneration including Paisley 2021, Better Council Change Programme, Tackling Poverty etc; 

 Senior officers are continuing to engage with DWP and the Scottish Government  in relation to 
the roll out of Universal Credit and the devolution of social security powers to Scotland 
including attending Scottish Government workshops; 

 The Carbon Management Plan is on target to deliver the savings identified;  

 The establishment of Counter Fraud team on the 1st April 2016, to strengthen the council’s 
resilience to fraud and promote an anti-fraud culture;  

 The recommendations from the Tackling Poverty Commission in relation to energy and money 
advise services delivering positive outcomes for citizens have been implemented; 

 Developed and progressed actions to communicate changes, support customers and assess the 
impact of the welfare reform changes on the council as well as developing plans for the 
implementations of the Universal Credit service; 

 Implementation of Advice Services referral and tracking system across partners, Advice 
Renfrewshire website is live allowing customers to find advice providers on-line.  



 
 

 

Implementation of a number of new outreach sites to ensure we are reaching all our 
customers; 

 Fully embedded Scottish Welfare Fund; 

 Professional property support being provided to a range of projects included in the School 
Estate Management Plan (SEMP) and town centre regeneration projects; 

 Carrying out regular evaluations of learning and development to ensure Organisational 
Development (OD) programmes continue to meet strategic organisational objectives; 

 Delivering £222 million of investment over the next three years  in key facilities including 
schools, community facilities, roads and footpaths whilst continuing our commitment to invest 
in economic regeneration, local communities and supporting the most vulnerable in 
Renfrewshire; 

 Progressing implementation of ERP with go live date December 2017; 

 Governance arrangements in place for all major projects as well as providing advice and support 
as requested; 

 Development of a new ICT Strategy 2017-2020.  Review of existing programmes taking place to 
establish what will be included and assessment of new work programmes ensuring they meet 
strategy objectives; and 

 Customer & Business Services developed new ways of working for financial assessment and 
administrative activities leading to improved customer satisfaction and more effective resource 
planning. 

 
2.3 In terms of actions where progress is behind target: 

 Revised financial management structures continue to be populated incorporating new working 
practices in align with ERP.  Go live date for ERP now December 2017; and  

 Review of pay and grading model and terms and conditions completion date has been changed 
from March 2017 to March 2018, in line with national requirements. 

 
3. Performance 

 
3.1 The performance scorecard contained within this appendix contains 27 indicators. Of the indicators 

with targets: 15 are performing strongly, 4 are slightly behind of target and require monitoring and 3 are 
behind target.  For the remaining five 2016/17 data is still being calculated. 

 
3.2 Detailed commentary is provided for each indicator within this report. Areas of strong performance 

include: 
 

 Percentage of customer enquiries resolved at first point of contact by Customer Services 
advisors, this remains at 100% against a target of 90%.  Customer enquiries are supported by 
CSU back office teams and rarely require departmental support.  

 Average waiting time of customers in the Customer Service Centre for 2016/17 is down to 
15.18 minutes, well within the target time of 20 minutes. 



 
 

 

 Percentage of uptime for key IT systems was 99.95% against a target of 99%, during the 
reporting year a total of 37 key systems were monitored. 

 Percentage of invoices paid within 30 days for Finance and Resources was 99.44% above the 
98% target; from a total of 8,413 invoices 8,366 were processed within 30 days for the service. 

 Time taken for processing change of circumstance housing benefit applications for 2016/17 is 
5.98 days which is almost half of the target 10 days. 

 Average speed of processing a Crisis Grant (Scottish Welfare Fund) is 1 day against a target of 2 
demonstrating that the service continues to process Crisis Grants well within target. 

 100% of FOI reviews were completed within 20 days meeting the 100% target.  25 reviews 
received during 2016/17. 
 

3.3 There are a few areas of performance which are behind target: 
 Percentage of calls answered within the Customer Service Unit within target (40 seconds) is 

below the 70% target at 52% for 2016/17.  Though this has not met target it is a 14% increase 
year on year performance with performance returned to target from January 2017 as a result of 
significant management effort to address the recruitment and retention challenges that impacted 
on performance for an extended period. 

 Customer satisfaction rating for services delivered by the CSU was 74.9% against a target of 
90%, this is only a slight increase on 2015/16 and although the percentage remains steady, the 
target is not currently being achieved. A review of the operation of this measure is being 
progressed. 

 Average number of work days lost through sickness per employee is 9.28 days against a target 
of 5.36 days.  All absence statistics are reported CMT and Audit, Risk and Scrutiny Board.  
Regular reports are provided to Senior Managers showing monthly, quarterly and cumulative 
absence information to allow monitoring and support to staff.  

 Number of Elected Members with an annually reviewed Personal Development Plan is below 
target with only 29 having a current plan in place against a target of 39.  Progress to complete 
this relies on participation by Councillors.  

 Percentage of employees having completed IPDs (from MDP/MTIPD) at the end of 2016/17 is 
73% against a target of 100%. Greater focus will be placed on this as part of the OD changes 
being made to the staff development process during 2017/18. 
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1. Introduction to the Service Improvement Plan 

1.1 This Service Improvement Plan for Finance and Resources Service covers the period from the 1st April 
2017 to 31st March 2020.  The plan outlines what the service intends to achieve over the next three 
years based on the financial and employee resources likely to be available. 

 
1.2 The plan notes the principal factors that will influence service needs, their development and delivery.  It 

sets out the main priorities to be pursued and outcomes to be achieved over the next three years.  An 
action plan detailing the outcomes and the key tasks to be implemented to achieve them is included in 
section six.    

 
1.3 To improve staff engagement with Finance and Resources (F&R) Services Service Improvement Plan 

process and to involve front line staff with the development of the SIP the following activity has taken 
place:  

 Review of last year’s 2016/19 SIP at F&R Staff Panel in July 2016;  
 A service improvement plan planning workshop with Finance Resources departmental 

management team (DMT) on the 30th August 2016;  
 F&R SIP reference group was established, this included front line staff, specialist expertise in 

risk, workforce planning and financial planning;  
 A follow up service improvement plan workshop with Finance Resources DMT; and 
 Staff panel also reviewed the service improvement plan. 

 
 The reference group involved expertise from finance, HR & risk to ensure greater alignment with 

financial planning, workforce planning and our new risk management process with the SIP and two 
members of our staff panel were on the group to improve front line employees involvement with the 
SIP process.   

 
1.4 The Council Plan clearly articulates the Council’s priorities for Renfrewshire, and along with the 

Community Plan, sets out an ambitious programme of work.  The focus is on achieving a number of key 
outcomes, including: 

 Driving physical and economic regeneration 
 Building on our culture and heritage 
 Reducing the level and impact of poverty 
 Raising attainment and closing the attainment gap 
 Supporting and sustaining people into employment 
 Improving care, health and wellbeing 
 Protecting the public 
 Creating a sustainable Renfrewshire 
 

1.5  The key priorities for the Finance and Resources Service are closely aligned to both the Council and 
Community Plans, and support all local work undertaken across partnerships to deliver on these 
priorities for Renfrewshire. 

 

1.6 The service improvement plan also sets out some of the key challenges facing Finance and Resources 
over the coming years and the likely impact that these issues will have on the service and our plans for 
addressing them.  
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1.7  Service planning informs the budget process by enabling budget proposals to be seen in a wider policy 
development context.  In turn, the outcomes of the budget process shape the final content of Service 
Improvement Plans.  Integration of the budget and the service planning process assists elected members 
to arrive at budget decisions in the full knowledge of how these decisions impact at service level.   

1.8  The Service Improvement Plan (SIP) summaries the services operating within Finance and Resource 
Services, the management structure, financial information and the identified actions and measures to 
deliver on the priorities for the service.  Finally, service improvement plans are the principal mechanism 
by which elected members scrutinise the activity and performance of a service every six months. Equally 
it is one of the methods our customers and citizens can also scrutinise the performance and gain an 
understanding of what the service delivers on. 

2.  What we do  

2.1 Finance and Resource Service is one of the largest services in Renfrewshire Council, it employees over 
1100 employees.  The service has a wide and varied remit, it provides support for other services by 
providing 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. 
The service is also leading on a number of high profile projects for the Council such as the roll out of 
the Enterprise Resource Planning System (ERP), which will transform how the Council manages and 
delivers its key financial and management processes.   

 
2.2 Finance and Resources core activities are:  

 Delivering effective strategic management of the Council’s financial, property, ICT and human 

resources and maintaining sound corporate governance across the Council. 

 Delivering high quality professional services 

 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. 

 Supporting work tackling the causes and impact of poverty. 

 Supporting the transformation programme to enable and deliver change, modernisation and 

preventative spend. 

 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. 

 Protect council resources through effective internal audit, risk management and counter fraud 

services. 
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2.3  The key facts or activity of Finance and Resources service are (as at May 2017):   

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

In addition, all divisions work with our partners and support the strategic development and delivery of 
transformation change across the Council by leading on several Better Council Change projects. 

 

Phone calls answered 

by customer services  

Customer signed 
up to My 
Account  

of IT requests 
fulfilled within 
target time 

Council’s net 
revenue 
expenditure  

Reduced our 
carbon 
emissions by 

Full time and 

part time staff  

of financial 
savings by 
Energy Advice  

Capital lifecycle 
maintenance 
budget  

400, 000

1104

20000

86.4%

£337k

£386m

20.4%

£6million
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2.5 The tables and charts below illustrates the Finance and Resources Revenue Estimates for 2017/18 across 

each service area. The Service has a revenue budget of £43m for 2017/18.  In addition, capital spend of 
£10m will be delivered by the Service across a range of areas including buildings lifecycle maintenance 
and new technology. 

 
Table 1 

Service areas  2017/18 Budgets 
Customer Services & Business Support  £19,946,160 
Corporate Finance including Directorate £5,361,571 
HR & Organisational Development £1,722,563 
ICT £6,175,243 
Internal Audit & Risk Management £575,851 
Legal & Democratic Service £4,817,288 
Property Services £5,225,474 
Grand Total £43,824,150 
 
Chart 1 

 
 

Table 2 

Expenditure Type 2017/18 Budgets 
Administration Costs £2,768,973 
Employee Costs £29,422,203 
Other Costs £3,634,893 
Payments to Other Bodies £2,409,832 
Property Costs £2,648,334 
Supplies & Services £2,939,916 
Grand Total £43,824,150 

 
 
  

48%

15%

4%

18%

2%

10%
3%

Gross Revenue Expenditure Budget by 
Service Area

Business Support & Customer 
Services

Corporate Finance including 
Directorate

HR & Organisational 
Development

ICT

Internal Audit & Risk 
Management

Legal & Democratic Service

Property Services
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Chart 2  

 

3. What we Achieved  

3.1 As set out in the 2016/2019 Service Improvement Plan outturn report that was reported to Finance, 
Resources and Customer Services Policy Board on the 7th June 2017, the service has delivered on a 
number of initiatives, projects and workstreams for the Council over 2016/17.  Some examples of the 
services achievements during last year have been listed below: 

 Medium Term Financial Strategy was approved by Council on the 29th September 2016 and the 
Council’s revenue and capital budgets for 2017/18 was approved by Council on the 16th February 
2017 both of which have supported ongoing financial stability and sustainability for the Council, 
providing a firm basis on which to move forward and meet the significant future financial challenges 
faced by the Council. 
 

 On line MyAccount now live for council tax, benefit customers and housing rent information is 
providing greater access and choice for customers. 

 

 Service successfully delivered three elections in 2016. Supported 88,197 (turnout 69.3%) to vote in 
the European Referendum in June 2016 and 90,272 (turnout of 60%) in the Scottish Parliament 
Elections in May 2016. 

 
 

 Significant progress has been made with the implementation of the ERP system with work ongoing 
with the identified supplier. 
 

 Counter Fraud Team established on the 1st April 2016. The most successful areas have been 
tenancy fraud with 6 properties being recovered and £33,491 of savings to the Scottish Welfare 
Fund. 
 

 A new ICT Strategy for 2017 to 2020 has been developed and approved by CMT.  
 

 Workforce plans are now in place for all services and extensive engagement on the plans took place 
with service directors, senior management teams and Trade Unions.  

8%

86%

11%

7%

8%

9%

‐28%

Gross Revenue Expeniture Budget by 
Expenditure Type

Administration Costs

Employee Costs

Other Costs

Payments to Other Bodies

Property Costs

Supplies & Services

Income
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 The service has contributed significantly to the successful progress that has been made across a 

wide range of major projects and key priorities for the Council including City Deal, Heritage led 
regeneration including Paisley 2021, Better Council Change Programme, Tackling Poverty etc.  
 

4. Strategic context  

4.1  Population for Renfrewshire is 174,560 and accounts for 3.2 per cent of the total population of 
Scotland. In the 2016 release of the Scottish Index of Multiple Deprivation Renfrewshire had a national 
share of 4.4% of the 20% most deprived areas (datazones).  Over 26% of the population of 
Renfrewshire (46,442 people) are in the top 20% most deprived datazones in Scotland. This has an 
effect on demands on health and social care services as those in the most deprived areas are more likely 
to have greater need and use of services.  

4.2 Audit Scotland Report ‘Local Government in Scotland: Performance and Challenges 2017’ highlights the 
increasingly difficult financial challenges faced by councils in relation to reductions in public sector 
budgets and increased demand pressures and notes the tough decisions faced by councils in balancing 
their budgets. In addition, to the financial challenges they have been compounded: by the single local 
government financial settlements from the Scottish Government; increasing service demands flowing 
from a growing and ageing population; and the need to respond to a number of new policies and 
legislations, such as welfare reform which has had a significant impact on local residents.  

4.3 Furthermore, it is likely that changes in the political and national policy environment arising from the 
European Union Referendum to leave the EU (or Brexit), will have potential implications for both the 
Council and local businesses.  

4.4 The Service will continue to respond to recent and emerging legislation which will impact on service 
delivery, this includes:  
 The Community Empowerment (Scotland) Act 2015 - continues to be implemented in 

stages by the Scottish Government which impacts on the services the council provides. The 
Council will continue to ensure we support communities to engage and participate effectively, 
making it simpler for communities to request and manage public sector land and buildings, and 
improve the statutory base for community planning.  
 

 Fairer Scotland Action Plan - has been developed following an extensive period of public 
engagement over 2015 and 2016. The plan also builds on Poverty and Fairness Commissions 
that have been set up by local authorities across Scotland. The Action Plan consists of five high-
level ambitions and fifty actions. The five ambitions will be focused on in the period to 2030. 
The fifty actions are for this parliamentary term. Scottish Government will issue a progress 
report by the end of 2019. 

 
 Child Poverty (Scotland) Bill - The Scottish Government introduced the Child Poverty 

(Scotland) Bill on 9 February 2017. The Bill establishes a framework for reducing child poverty 
and puts in place mechanisms to assess progress. The Bill establishes statutory targets to be 
met by Scottish Ministers relating to child poverty and a requirement to prepare delivery plans 
and annual progress reports.  The Bill requires local authorities and health boards to report 
jointly on what local actions are being taken to contribute to meeting targets. 

 
 Social Security (Scotland) Bill - The Bill will take forward the Scottish government's 

priorities for the social security powers that are to be devolved and the establishment of a new 
Social Security Agency. The Bill will then define the types of social security assistance which the 
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Government will give (e.g. assistance for people with disabilities, carers, maternity and funeral 
expenses, heating costs and so forth).  
 

4.5 As outlined above, the outlook for public finances in Scotland coupled with the Scottish Government’s 
policy and spending commitments mean that the medium term prospects for the local government 
budget are likely to remain challenging and subject to further year on year contraction in cash terms. 
Headline figures would suggest that 2017/18 is likely to be the best year in terms of cash growth to the 
Scottish Government’s budget and therefore there is a significant risk that 2018/19 – 2019/20 will 
potentially see further reductions applied to the local government grant settlement over that 
experienced in either 2016/17 or 2017/18. Uncertainty will remain over the scale of the reduction 
which, along with an expected continuation of annual cost pressures, will drive a need for further 
significant and sustained savings in the Council’s planned spending to achieve a balanced budget position 
each year. 

4.6 As outlined to members in the report “Financial Outlook 2017/18 – 2019/20” to the Council meeting in 
September 2016, as the transition of powers moves the Scottish budget towards almost 50% of 
spending being supported by new devolved tax raising powers, the economic performance of the 
Scottish economy relative to the UK becomes a key determinant in the overall level of resources that 
will be available to the Scottish Government’s budget each year. At present, economic growth in 
Scotland is lagging that of the UK and there exists a range of risks associated with economic and 
political uncertainty linked to the UK exit process from the European Union and wider global influences 
on the UK and Scottish economies. In this context, the Scottish Government’s budget will experience 
new and uncharted levels of uncertainty. This, coupled with the Scottish Government’s spending 
commitments over the course of the current parliamentary period presents what is likely to be 
unprecedented levels of uncertainty over the medium term for local government grant levels in 
Scotland. Notwithstanding this scale of uncertainty, it remains the expectation that the level of 
government grant reduction the Council will experience over 2018 – 2020 is likely to be at a similar 
level or potentially more challenging than the 3.5% experienced in 2016/17 and 4% set by the Scottish 
Government in their initial draft budget for 2017/18.    

4.7 The nature of the Council’s medium term financial outlook, both in scale and potential for movement, 
means that the Council needs to continue to adopt a strategic and sustainable plan linked to the 
delivery of priorities approved in the Council Plan, Service Improvement Plans and agreed with partners 
in the Community Plan.  These strategic priorities will continue to provide a focus in future budget 
decisions, where the delivery of core services must be balanced with the resources that will be available 
to the Council. 

4.8  To date, the Better Council Change programme (BCCP) has played a significant role in helping to 
manage the impact of budget deficits on services over successive years, in a planned way throughout the 
financial year. The programme has aimed to introduce change to the organisation and the delivery of 
services to facilitate the release of the necessary budget savings, and where possible minimise or 
mitigate the impact of the budget reduction on the public and on our workforce. A significant 
programme of work is underway to identify and develop options for inclusion within the BCCP phase 3. 
Finance and Resources staff will be heavily involved at the implementation stage of phase 3 of the 
programme.  

4.9 The monitoring of the BCCP and the financial management arrangements of the Council will be 
monitored through the Councils risk management plans. The Council’s “Risk Matters - the risk 
management policy and strategy” sets out a new approach from 1st April 2017.  As our risk 
management arrangements are well embedded, the Corporate Risk Register has been separated into 
two distinct risk registers; a Strategic Risk Register will contain details of the externally focused risks, 
and a Corporate Risk Register will contain details of the internally focused risks. Both of these top level 
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risk registers are underpinned by service specific risk registers. In the development of this year’s service 
improvement plan we have ensured that any corporate risks or strategic risks that Finance and 
Resource Services are responsible for and the actions to mitigate and monitor these risks are included 
in the action plan. 

4.10 During this climate of financial and resources constraints, an engaged and motivated workforce is 
required, the Council's Organisational Development Strategy will ensure that the Council can continue 
to deliver its core business and continue to support staff to deliver on this, by providing development 
and training packages. A workforce plan for Finance and Resources has been developed addressing 
learning & development and skills development. The key objectives of this Finance and Resources 
Workforce Plan are as follows:  

a. A Modernised Workforce - To ensure employees in Finance and Resources are deployed to 
the right place with the right skills at the right time to support a modernised and financial 
sustainable approach to service delivery focused on meeting the changing needs of the Council 
and our customers. This will be achieved by utilising access to accurate, detailed workforce 
information and data which highlights areas for focus and facilitates effective workforce planning. 

b. A Skilled Workforce - To undertake a skills profile exercise within Finance and Resources to 
identify skills gaps and opportunities for improved flexibility and agile working within the 
service, and work towards improving the skills mix within these areas.  

c. A Developing Workforce - To identify career pathways within Finance and Resources that 
support workforce supply, demand, retention, succession planning, flexibility and facilitates the 
improved movement of employees within the service. To establish and clarify competencies for 
key roles within Finance and Resources to support: career pathways, succession planning 
process, improved workforce capability and effective service delivery. 

d. A Resilient Workforce - To improve the succession planning within Finance and Resources, 
ensuring it reflects any workforce supply and demand issues/weaknesses and is aligned to 
service plan priorities. This is achieved by establishing and monitoring employee turnover levels 
and workforce demographics within key sections of Finance and Resources and overall, 
ensuring appropriate steps are taken to address any particular issues identified. 

e. A Workforce that Operates in Partnership - To consider where it may be appropriate to 
establish partnership arrangement to support in-house capacity and capability to facilitate cost 
effective mechanisms to responsively access certain workforce resources and skills as the 
Council’s needs demand them.  

f. A Flexible Workforce - To identify opportunities for improved workforce flexibility and 
agility within Finance and Resources, and work towards improving the skills mix within these 
areas. This will be achieved by developing employment policies, flexible working options and 
contracts that promote and support workforce agility, resilience and retention. These should 
take account of the workforce environment and enable the workforce to adapt quickly to meet 
changes in demand and other requirements.  

 
The priority actions for the service’s workforce plan are contained within the SIPs action plan, under 
‘Priority 9 - supporting our employees’. 

 
4.11 Every area of work within the Council has a role to play in promoting equality and diversity. While this 

is the right thing to do and has clear advantages for the Council, there are also legal requirements.  
Equality law (The Equality Act) protects people from unfair treatment and asks public bodies (including 
Renfrewshire Council) to show how they make a positive difference to equality groups. Equality needs 
to be mainstreamed fully into Council policies and procedures and ensure that our equality outcomes 
are kept high up on the agenda, by being part of mainstream progress reporting. As agreed by Council 
this will be done through service’s Service Improvement Plan.  The service directly contributes to the 
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below thee equalities outcomes and there are a number of actions listed in the action plan on how 
Finance and Resources will contribute to and deliver on these outcomes:  

 Outcome 4: Council services are responsive to the needs of equalities groups, with well-designed 
and flexible services (council plan priority 10) 

 Outcome 5: Renfrewshire Council promotes itself as and becomes an employer of choice for 
disabled people (council plan priority 9) 

 Outcome 6: Equalities implications are clearly and consistently considered in decision making 
(council plan priority 10). 

5.  Key Priorities for 2017-2020 

5.1 As referred to earlier in the SIP, Finance and Resources supports all the Council and Community Plan 
priorities through our support and advisory roles. Finance and Resources also lead on a number of 
areas, work streams, projects and actions which directly feed into six of the Council Plan priorities:  

1. Driving physical and economic regeneration. 
2. Creating a sustainable Renfrewshire. 
3. Reducing the level and impact of poverty 
4. Raising Attainment and closing the attainment gap. 
5. Supporting our employees.  
6. Continuing to be a well run Council.  

 
5.2 This section outlines what the service aims to achieve over the next three years, grouped under each of 

the relevant Council Plan priorities for Finance and Resources. 
 
5.3  Priority: Driving physical and economic regeneration 

 Strategic Assessment:  
Finance and Resources provide financial, legal, governance, administrative and property support to a 
number of regeneration projects (and also cultural projects relating to Council Plan Priority 2: Building 
on our Culture and Heritage) across Renfrewshire including the Arnotts site, Russell Institute, Paisley 
Museum and Museum Store and Glasgow City Region City Deal.  

 
The service is leading on supporting Community Asset Transfer as outlined in the Scottish Government 
Community Empowerment Action Plan; recognising the benefits of transferring community assets to the 
community, seeking to proactively identify areas of opportunity and being open to approaches from 
community groups. Empowering community groups to develop these assets will enable local people to 
drive regeneration and development from within their own communities.  

 
Main actions for the next three years: 
 The Service will continue to provide a full range of professional services to support the Council to 

progress and deliver a wide range of regeneration projects for Paisley town centre and throughout 
Renfrewshire, including contributing to the identification and development of appropriate and 
innovative models to support new regeneration priorities to be taken forward. 

 Property Services will continue to work closely with Legal and Democratic Services to ensure we 
provide support and advice where appropriate and successfully progress proposed Community 
Asset Transfers in line with the Council’s policy. 
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5.4 Priority: Creating a sustainable Renfrewshire 
 

Strategic Assessment: 
The Climate Change Scotland Act 2009 sets out key targets to reduce carbon emissions in Scotland by 
80% by 2050.  Renfrewshire Council has developed a Carbon Management Plan detailing key actions to 
meet an ambitious target to reduce carbon emissions by 36% by 2020. This is a 6 year plan, using a 
baseline of 2012/13.   

 
Main actions for the next three years: 
 Implementing the key actions in the Carbon Management Plan to increase energy efficiency, reduce 

energy consumption and to reduce carbon emissions across the property estate. 
 Ensuring energy management initiatives are aligned to our capital investment programme and 

corporate asset strategy to optimise use of our property estate and to reduce overall running costs 
and energy consumption levels. 

 Promoting reductions in energy usage and advising our employees and our residents about energy 
efficiency. 

 Continued implementation of the Corporate Asset Management Strategy to ensure that the 
property assets are managed effectively and efficiently through the provision of relevant 
management and performance information.  
 

5.5  Priority: Reducing the level and impact of poverty 

 Strategic Assessment  
Renfrewshire is the ninth most income deprived Scottish local authority area, with nearly 15% of the 
population considered to be income deprived.  Fuel poverty and food poverty are two significant 
concerns for many of our residents.   

 
Tackling the fundamental causes of poverty to improve the life chances of our young people is a key 
priority for the Council and our partner organisations.  

Prepare for the full roll out of Universal Credit starting in May 2018. Working in partnership with the 
Department for Work and Pensions (DWP), Council officers are deployed in local Jobcentres 
supporting providing benefit and money advise and helping to reduce and mitigate sanction. 

Main actions for the next three years: 
 Reviewing and redesigning processes for Benefits, including Housing Benefit, Council Tax Reduction, 

Discretionary Housing Payment, Scottish Welfare Fund, Advice Services and assessment of eligibility 
for grants and other entitlements in line with changes arising from the introduction of Universal 
Credit. 

 Providing and/or commissioning advisory and advocacy services to support our residents through 
the benefits changes, to help them maximise their income and make informed decisions about their 
money. 
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5.6  Priority: Raising Attainment and closing the attainment gap 

Strategic Assessment: 
Ensuring that all Renfrewshire’s children have access to opportunities to grow, develop and have the 
best start in life through education is a key priority for Renfrewshire Council. Finance and Resources 
supports this through our financial strategy and also through our support services, with Families First 
and other advisory services sitting within our Customer and Business Services division.  

 
In addition, Finance and Property Services work closely with colleagues in Children's Services and other 
services to deliver the School Estate Management Plan. The continuation of this multimillion pound 
programme is a significant investment for the Council that will ultimately deliver huge benefits to the 
school estate and the children and staff being educated and working in these new and refurbished 
buildings. 
 
Main actions for the next three years: 
 Deliver flagship new Riverbrae school in Linwood;  
 Deliver flagship new St Fergus school in Ferguslie, Paisle; .  
 Deliver agreed new builds for St John Bosco/ Bargarran Primary School in Erskine and St Paul’s 

Primary School/ Foxlea in Paisley;  
 Progress work regarding the scope of refurbishment and collocation of St Anthony’s Primary School;  
 Deliver agreed new build for Spateston Nursery School, Johnstone;  
 Complete the project to refurbish and extend Mossvale and St James’ Primary School shared 

campus;   
 Property Services have recently completed adaptations to nursery classes including a further 4 new 

build extensions in Bridge of Weir Primary School, St Margaret's Primary School, Glendee Pre 5 
centre and Wallace Primary School; and  

  Support Children’s Services to plan for and deliver approved capital investment linked to the 
expansion of free childcare provision. 
 

5.7 Priority: Supporting our employees  

Strategic Assessment: 
Our employees provide essential services to our customers; they represent the Council and reflect our 
vision and values.  The achievement of the finance and resources main priorities is dependent on the 
capacity, skills, enthusiasm and commitment of our workforce.  The development of our employees 
remains a top priority to ensure that we have an agile workforce with the skills and attributes necessary 
to manage change effectively, deliver services and achieve our main priorities.   

 
A key challenge will be maintaining an engaged and motivated workforce throughout this period of 
change.  To do so, Finance and Resources will build on the positive relationships already in place with 
employees and the Trade Unions and ensure effective two way communication channels are available to 
maintain a positive workforce culture.  The service remains committed to listening to and 
understanding staff views and has several processes in place to capture employee views on a range of 
issues affecting how valued they feel, where service improvements can be made, in addition to levels of 
general satisfaction and engagement.   

 
Main actions for the next three years: 
 Within this priority area a number of actions fall under the remit of the new Organisational 

Development strategy, therefore the main focus for the next three years is to implement the OD 
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strategy to ensure that our workforce remains engaged, motivated, skilled, and supported during 
this period of significant change. 

 Review our policy and guidance to support employees going through workplace change and ensure 
employees involved in delivering on BCC projects are supported to do so.  

 Design and implement a Council wide approach to succession planning and talent management. 
 Develop a corporate workforce plan and implement Finance and Resources workforce plan for 

2017/2018.  
 

5.8  Priority: Continuing to be a well run Council 

Due to the nature of Finance and Resources, the focus of much of our work feeds into Council Plan 
Priority 10 around the effective running of the Council.   

The Council’s present financial position remains stable; however, the financial outlook remains very 
challenging. The Council will continue to plan for a year on year saving requirement of approximately 
£20 million, equivalent to £40 million over 2018-20. Indeed given the increase in uncertainty moving 
beyond 2017/18, it would be recommended that Council seek to target a £40 million 2 year saving 
programme, with at least £20 million being deliverable in 2018/19 to provide a degree of flexibility over 
the two year period. 

Renfrewshire Council will have to make difficult decisions on the best way to reduce costs and direct 
reducing resources to priority services.  It is recognised that to achieve this, the Council will continue 
to deliver significant organisational and service change to realign the size and shape of the organisation 
to reflect those decisions and is likely to have to manage increasing levels of risk.     

Finance and Resources is leading on several Better Council projects which will directly impact on the 
way that services are commissioned, organised, managed and delivered.  This will require management 
capacity and availability of appropriate professional change support arrangements to deliver the projects 
to achieve the essential efficiency savings.  At the same time, the service is supporting other change 
projects across the Council and this will continue to require careful and effective management to 
ensure that resources are available at the appropriate times to deliver the programme. Staff capacity to 
deliver on this scale of change is addressed in the previous action.  

In a period of significant organisational transformation and change, effective corporate governance, 
internal controls assurance and corporate risk management arrangements are essential.  This will be 
achieved through the effective deployment of internal audit resources including the new counter fraud 
team, embedding co-ordinated risk management processes across the Council and by working with 
elected members and individual services to review governance arrangements in light of changing 
legislative requirements and policy changes. 

A new ICT Strategy was developed in 2016/2017 to replace Connect Renfrewshire. This strategy was 
aligned with the re-modelled ICT service, which is underpinned by design principles that express the 
high level requirements of the business for ICT service provision. The remodelled ICT service will 
provide the right capability and capacity to meet the Council's current and forecasted business 
requirements and which underpins the efficiency and effectiveness of Council operations. Progression 
with the ICT Strategy will assist the Council in the effective implementation of its Records Management 
Plan. 

Alongside the new ICT strategy the increasing use of digital technology by our customers, changing 
customer expectations and preferences for ways to request, book and pay for Council services will 
continue to influence the developments of our customer service delivery arrangements.  A new 
Customer strategy will be developed to focus on understanding and responding to our customers’ 
needs, extending lower cost delivery methods and helping manage the way in which customers interact 
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with the Council.  The continued development of new service arrangements for the delivery of 
customer and business services through our centralised support teams will create greater capacity, 
streamline processes, remove duplication and deliver efficient services to our customers. 

The Council will also take necessary steps to ensure the EU General Data Protection Regulation is 
implemented throughout the Council in May 2018.  

Main actions for the next three years: 
 Implement ERP to deliver significant process and resource efficiencies over the medium term. 
 Support and implement Better Council Change Programme Phase Three projects to ensure savings 

are achieved. 
 Council is prepared to evaluate and deal with any implications in terms of developing Brexit 

negotiations.  
 Deliver an induction programme for the new administration, actively preparing for potential 

changes emerging from the outcome of these election and implement any changes to governance 
structures. 

 Implement the eight workstreams of the ICT strategy for 2017/20. 
 Develop a new Customer Strategy, focussed on understanding our customers and the challenges 

they face and deliver simple, effective services that meet their needs by supporting them to embrace 
the digital world we live in. 

 Promote a counter fraud culture through training and awareness and continue to focus our 
detection of fraudulent activity on the highest areas of risk. 
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5.9 The accompanying actions and performance indicators to deliver on these six priorities are set out in 
appendix one and two. Further information on the background and context, as well as any operational 
actions can be obtained through the following strategies and plans:   

Finance & Resources Service Improvement Plan 2017/20 
Strategies, policies, and plans that underpin the SIP 

 
Customer 
& business 
Services  

Financial 
Management  

HR and 
workforce 
planning 

Internal 
Audit  

ICT  Legal and 
Governance 

Property  

CBS core 
objectives  

Medium Term 
Financial 
Outlook  

OD 
Strategy 
2016-19 

Risk Matters  ICT strategy  Information 
Governance 
Strategy. 

Carbon 
Management 
Plan  

CBS 
operational 
plans 

Revenue and 
Capital budgets 
2017/18  

Strategic 
Workforce 
plan for 
F&R  

Audit Plan  Records 
Management 
Plan Action 
Plan 

Town Centre 
Action Plan  

Customer 
Strategy to 
be 
developed  

  Strategic Risk 
Management 
Development 
Plan 

  Community 
Asset Transfer 
Policy (subject 
to Community 
Empowerment 
Act)  

   Counter 
Fraud 
Development 
Plan 

  Corporate 
Asset Strategy  

      Corporate 
Office 
Accommodation  

      Heat Strategy  
      Fuel Poverty 

Strategy  
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