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___________________________________________________________________

To: Finance and Resources Policy Board

On: 11 November 2015 
___________________________________________________________________

Report by: Director of Finance and Resources 
___________________________________________________________________

Heading: Service Improvement Plan Monitoring Report (2015 -2018) 
___________________________________________________________________

1. Summary

1.1 Finance and Resources’ Service Improvement Plan (2015-2018) was 
approved by the Finance & Resources Policy Board in May 2015.  The plan 
sets out how our services will be developed over the next three years and 
details the specific actions that will be undertaken to deliver priority outcomes 
for Renfrewshire in line with our Community and Council Plans.

1.2 This report gives an update on performance for the period 1st April 2015 to 
30th September 2015.  The main purpose of this report is to provide: 

details of the key achievements of the department in this period;
a progress update on implementation of the Service Improvement Plan
(2015-2018) actions; and
an assessment of the department’s key performance indicators.

1.3 Over the last few years, the Council has operated in one of the most 
financially challenging periods in its history. Supporting the Council to deliver 
the necessary budget reductions in a financially sustainable manner to protect 
essential services has been a major undertaking for the department.  The 
report to Council on 24th September 2015 advised members that the financial 
outlook will remain challenging for the Council in the medium term, with an 
estimated funding gap of £28 million through to 2017/18.  Finance and 
Resources has a lead role to play to ensure that elected members are kept 
informed about the Council’s financial position and are appropriately 
supported to make informed decisions about service provision and investment 
in priority areas with the resources available.     
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1.4 The Council and wider public sector is undergoing significant reform and 
change which has and will continue to require appropriate and decisive action 
to manage and implement it effectively.  The Service Improvement Plan takes 
cognisance of national reforms and recognises that the response to the 
reform agenda needs to be driven locally as well as by influencing, where 
possible, national policy direction.  The Better Council Change Programme 
has been developed to deliver the changes required to address the projected 
budget deficit, support implementation of national reforms, modernise our 
services and ensure that the Council can focus on key priorities and the things 
that make a real difference to our customers and citizens.

1.5 Our key achievements and service developments over the last six months 
include:

Maintaining the financial stability of the Council by implementing the 
principles agreed in the Medium Term Financial strategy and achieving a 
clean audit certificate for the 2014/15 financial statements.  The second 
phase of the Better Council Change programme is currently being 
developed to address the estimated £28 million funding gap outlined in the 
Medium Term Financial strategy; 

Implementing the first phase of the Better Council Change 
Programme to deliver £13 million in savings through: the redesign of 
corporate support services; the transfer of management of cultural assets 
to Renfrewshire Leisure; procurement efficiencies; energy savings; review 
of facilities management arrangements; and revised management 
structures;

Developing the Tackling Poverty strategy approved by Council and 
Community Planning partners in September 2015 which sets out the cross 
service and cross agency approach to address the findings and 
recommendations of the Tackling Poverty Commission.  The strategy 
builds on the initial action plan approved by the Council in June 2015 
which allocated £6 million of targeted spend to deliver an early response to 
the Commission’s findings; 

Introduction of Universal Credit in June 2015 across Renfrewshire for a 
limited cohort of customers.  Strong partnership working between the 
Council and DWP has ensured that customers are able to access relevant 
information and support in relation to their Universal Credit claims.  Plans 
are now being developed to address the further changes to welfare reform 
announced as part of the UK Government’s July 2015 budget statement;

Implementing a revised Corporate Support Model, a core work stream 
in the Better Council Change programme.  The review covered a wide and 
diverse range of professional and administrative services including 
finance, policy and performance, business support and HR.  Restructuring 
of the services has delivered savings of almost £3 million, with further 
redesign and restructure expected to deliver a further saving of £1.7 million 
in phase two of the project;
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Reviewing our application portfolio and developing a business case 
to replace core ICT systems for payroll, finance, HR and procurement 
systems with a fit for purpose enterprise resource planning (ERP) system.  
The new system will provide a suite of fully integrated finance, payroll and 
procurement modules which will support the delivery of the Better Council 
Change programme and deliver significant cost savings, simplify 
processes, reduce duplication and improve management information;   

Establishing Customer and Business Services, bringing together three 
significant operational service areas to create a new delivery model to 
increase capacity, streamline transactional customer services, reduce 
duplication and deliver an improved overall customer experience;

Supporting the development and delivery of the Glasgow and Clyde 
Valley City Deal programme put forward to the UK and Scottish 
Governments by the Council and our neighbouring authorities to invest 
£1.13 billion in infrastructure projects.  The ambitious proposals, 
developed in collaboration with the other seven authorities, aim to deliver 
over £2 billion in additional economic activity in the Clyde Valley area and 
create 29,000 new jobs over the next twenty years;  

Supporting young people and those furthest from employment 
through our modern apprenticeship programme. The Council is supporting 
a record number of Modern Apprentices, 82 of whom are working directly 
with the Council;

Successfully preparing for and conducting the UK General election in 
May 2015 in our two parliamentary constituencies; 

Developing the Organisational Development strategy (2015-2018) for 
presentation to the Leadership Board in December to 6support
transformational change; sustain a skilled, flexible and motivated 
workforce; build leadership and management capacity; plan for the 
workforce of the future; and promote equality and diversity to ensure that 
the Council can continue to deliver core services and meet current and 
future service needs. 

Supporting the arrangements and processes to effectively establish 
the new Integration Joint Board for Health and Social Care in 
Renfrewshire in preparation for the new board assuming responsibilities 
for the delivery of services by 1st April 2016. 

 1.6 Over the next six months, some of the key actions Finance and Resources 
will progress are:

 Updating the Council’s (2016 – 2018) financial strategy to reflect the 
outcome of the UK Government’s Comprehensive Spending Review and 
Scottish Government grant allocation.  Providing advice to members in 
relation to the updated medium term financial outlook for the Council and 
to support the development of the 2016/17 – 2017/18 budget strategy;
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 Ongoing implementation of the phase one Better Council Change 
Programme workstreams and ensuring the second phase of the 
programme is developed, implemented and financial savings are achieved; 

 Developing the requirements for the new enterprise resource planning 
system to enable development of an effective procurement strategy, 
evaluation of proposals from suppliers and preparation of a system 
implementation plan; 

 Supporting the final development phase of Renfrewshire Health and Social 
Care Partnership, particularly the associated due diligence process, to 
ensure that the integrated service is operational from 1st April 2016; 

 Preparing for electoral boundary changes arising from the review of 
electoral arrangements by the Boundary Commission to ensure that the 
changes are implemented ahead of the Local Government elections in 
May 2017;

 Implementing the key actions in the Organisational Development strategy 
(2015-2018) to upskill our workforce and ensure that the organisation has 
the capacity to deliver the Better Council Change programme; 

 Developing our online customer portal for our customers to deliver future 
cost savings through the introduction of online delivery channels for those 
transactional services with the largest volume of contacts; 

 Continuing to support the development and implementation of key 
strategic collaborative projects with other partner councils, including the 
development of the City Region Infrastructure Investment Fund 
programme;

 Developing the Digital Participation Plan for Renfrewshire.  Ensuring that 
the plan includes proposals to improve digital access for deprived 
communities and progressing the actions in the Connect Renfrewshire 
strategy to support the delivery of the Better Council Change programme.   

___________________________________________________________________

2. Recommendations

2.1 It is recommended that the Finance and Resources Policy Board: 

(a) Notes the progress that has been made on service performance; 
(b) Notes the progress made on actions and performance in the action plan; 
(c) Agrees to review progress on Service Improvement Plan implementation 

again in Summer 2016. 
_________________________________________________________

3. Background 

3.1 The Service Improvement Plan provides a comprehensive statement of what 
the department intends to achieve.  It takes account of the priority areas, 
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actions, outcomes and targets set out in the Council Plan and Community 
Plan which detail how the Council and its partners will work together to deliver 
the better outcomes which make a real difference to Renfrewshire citizens.   

3.2 One of the main purposes of the service improvement planning process is to 
enable elected members to take stock of what is happening in the department 
and to consider and develop policy options which reflect changing 
circumstances. By doing so, elected members can take account of altering 
customer needs and resource availability in the context of the Council’s 
priorities and the need to deliver Best Value.

3.3 The service improvement planning process also provides elected members 
with a mechanism for evaluating the performance of the department and the 
impact of actions taken.  The action plan lies at the core of the Service 
Improvement Plan; it sets out the priorities being addressed, the key tasks to 
be implemented over the lifespan of the plan, the implementation timetable 
and the outcomes and measures against which progress can be assessed. 

3.4 Section four of this report highlights our main achievements during the first six 
months of the plan.  Further detail is provided in appendix one which contains 
a progress update on the tasks set out in the Service Improvement Plan 
Action Plan during the period 1st April to 30th September 2015.  It details areas 
where significant advances have been made and gives clear targets for 
completing actions that have been reviewed or delayed.

3.5  Appendix two contains the key performance indicators which indicate how we 
are performing in relation to our service priorities.  The appendix includes all 
of the relevant statutory performance indicators reported to the Improvement 
Service and Audit Scotland, except where the introduction of new indicators, 
or changes to existing ones, makes this impossible to show performance for 
the current and previous three years. 

3.6 This report provides the basis for assessing the effectiveness of the 
department.  It also forms part of the Council’s Public Performance Reporting 
framework, as it ensures that implementation of actions and improvements in 
core performance indicators are reported to the relevant Policy Board to note 
and to approve targets for future years.  The next progress update will be 
submitted to the Board in summer 2015, alongside a new Service 
Improvement Plan which details our key priorities for the next three years.   

4 Finance and Resources Performance 

4.1 Finance and Resources aims to support the delivery of Community Plan and 
Council Plan outcomes for Renfrewshire with other departments and partners; 
to advise and influence the strategic financial direction of the Council and to 
deliver efficient, effective and dynamic corporate support functions and 
frontline services to customers, partners and the public of Renfrewshire. 

 4.2 The main activities provided by Finance and Resources include: providing the 
corporate management activities, advice and governance to safeguard 
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Council assets and to ensure the legality of the management and operation of 
Council activities; advising on the strategic financial direction of the Council, 
influencing national policy changes, engaging with strategic partners, 
delivering organisational change and enabling transformational programmes 
across the Council; and delivering a range of professional transactional and 
advisory services to the public comprising of:

 an effective customer services unit which annually handles 400,000 
phone calls and 40,000 face to face enquiries from the public;

 provision of financial and welfare advice; 
 corporate billing, supplier payments and income collection 

arrangements (including Council Tax for over 80,000 households);
 the provision of registration services for births, deaths, marriages and 

civil partnerships; 
 the provision of regulatory and licensing services; 
 the administration of Housing benefit in behalf of the DWP, the Council 

Tax Reduction  scheme, the Scottish Welfare Fund on behalf of the 
Scottish Government and the provision of information and advice to 
support and assist our citizens through the transitional arrangements of 
the Welfare Reform programme; and 

 the administration and promotion of the election process. 

4.3 The main achievements for Finance and Resources are highlighted below 
under each of our service priorities.    

4.4 Council Plan Theme: A Better Future
Service Priority: Tackling the causes and impact of poverty

Main achievements include: 

Developing the Tackling Poverty strategy approved by Council and 
Community Planning partners in September 2015 which sets out the cross 
service and cross agency approach to address the findings and 
recommendations of the Tackling Poverty Commission.  The strategy 
builds on the initial action plan approved by the Council in June 2015 
which allocated £6 million of targeted spend to deliver an early response to 
the Commission’s findings;

 Commissioning advice agencies to deliver new advice services.  
Renfrewshire Citizens Advice Bureau and Renfrewshire Law Centre are 
being supported by a third sector development co-ordinator to deliver core 
advice services across Renfrewshire.  The Advice Partnership 
Renfrewshire has also been created to provide a more strategic approach 
to the delivery of advice services in the area; 

 Providing energy advice to residents to increase energy efficiency and to 
help reduce fuel poverty.   Four energy advocates are working closely with 
key service providers to identify and provide tailored energy advice to 
vulnerable and at risk households throughout the area; 
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 Embedding Scottish Welfare Fund processes within the department.  The 
deployment of the fund is being closely monitored and reviewed to ensure 
that it supports our most vulnerable residents.  Current uptake levels 
indicate that the budget allocation from the Scottish Government is unlikely 
to meet demand and will need to continue to be carefully monitored and 
managed. 

4.5 Service Priority:  Positively engaging, influencing and managing 
changes in public sector policy 

Main achievements include: 

 Engaging with local and national stakeholders to plan for ongoing welfare 
reform changes, following the announcement of further benefit and tax 
credit changes in the UK Government’s budget statement in July 2015.  
The report to the Leadership Board on 16th September outlined the likely 
effect of the changes on our citizens and the plans that will be taken 
forward to develop an effective response to mitigate the impact for local 
residents and the Council.  One solution involves the ongoing investment 
in place to develop advice services and extend the use of credit unions in 
Renfrewshire to provide more affordable financial products for our citizens; 

 Working with NHS Greater Glasgow & Clyde to progress key workstreams 
(legal, finance, IT and operations) to ensure that the integrated 
Renfrewshire Health and Social Care partnership is operational from 1st

April 2016;

 Implementing the revised Local Government and Teacher’s pension 
schemes on 1st April 2015.  The Council’s scheme of delegation has been 
amended to reflect the new pension regulations and revised processes 
have been developed to support the changes.

4.6 Council Plan Theme: A Better Council 
 Service Priority: Leading the transformation programme to enable and 

deliver change and modernisation across the Council and to support 
preventative spend

Main achievements include:

 Supporting the delivery of the Better Council Change Programme by: 
managing the development and co-ordination of the various workstreams 
within the programme; ensuring that experienced programme and project 
managers are in place and efficient and structured reporting tools have 
been developed to manage and monitor the progress of each work stream 
within the programme; 

Progressing key projects in the Connect Renfrewshire ICT strategy, with 
workstreams in place to take forward the full scope of the ICT delivery 
model.  A procurement process is underway for a data centre hosting 
partner which will reduce costs and increase the physical security of our 
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data.  A project to develop the new web platform is being progressed to 
enhance the Council’s online capabilities and support the delivery of our 
customer services strategy to enable our customers to carry out more 
transactions online.  The review of the Council’s application portfolio is 
ongoing; a project is underway to replace existing Finance, HR and 
procurement applications with an enterprise resource planning application 
to reduce the number of systems in place, simplify processes and reduce 
duplication.

4.7 Council Plan Theme: A Better Council 
Service Priority: Delivering efficient and effective customer services and 
achieving the best possible standards of service for our customers

Main achievements include: 

 Increasing self service options for our customers through the development 
of the customer portal.  The first phase of the project is focussing on the 
delivery of Council Tax accounts, with processes currently being 
redesigned to increase the volume of Council Tax transactions that can be 
completed online; 

 Establishing customer service and advice service delivery arrangements in 
the new Johnstone Town Hall facility in time for the opening of the facility 
to the public in May 2015; 

 Developing the new Customer and Business Services function, bringing 
together three significant operational service areas to streamline 
processes, increase efficiencies and deliver improved services to our 
customers.

4.8 Service Priority:  Developing the organisation to create capacity to 
manage change and sustain a positive performance culture   

Main achievements include: 

 Developing a new Organisational Development strategy and action plan to 
build workforce capability and capacity to improve overall workforce 
performance. The three year plan will fully support the achievement of 
outcomes defined in the Better Council Change Programme and will be 
presented to the Leadership Board in December; 

 Investing in learning and development across the Council to support and 
create greater flexibility in organisational capacity.  Investment in training 
and development will continue as the department and wider Council 
implement the second phase of the Better Council Change Programme, to 
ensure that the workforce has the skills and experience to deliver services 
efficiently and effectively;

 Creating an employee communication and engagement plan for 2015/16.
One of the main actions is the publication of a quarterly employee 
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newsletter to keep staff informed about changes and improvements in the 
department and wider Council.  Discussion topics at the quarterly Staff 
Panel meetings now include items from the communication and 
engagement plan which provides staff with further opportunities to discuss 
and engage in the Better Council change process.

4.9 Service Priority:  Reducing our carbon footprint to create a greener 
Renfrewshire

Main achievements include: 

 Reducing the Council’s energy consumption and carbon emissions and 
delivering over £200,000 in efficiency savings through improvements in 
energy management arrangements across the property estate; 

 Development of the Corporate Asset Strategy approved by the Planning 
and Property Policy Board on 25th August 2015.  The strategy sets out a 
high level framework for the effective management and investment 
strategy for the Council’s physical assets. 

4.10 Council Plan Theme: A High Performing Council  
Service Priority: Delivering effective strategic management of the 
Council’s financial, property, ICT and human resources and maintaining 
sound corporate governance across the Council.

Main achievements include: 

 Completing the financial statements for 2014/15 within statutory timescales 
and receiving an audit certificate free of qualification.  The financial results 
were in line with the financial position projected throughout the year; 

 Establishing governance arrangements for all the Council’s major projects, 
with appropriate oversight by senior officers and elected members.  The 
Council has representation on Steering Groups and Cabinet in all joint 
projects to ensure that the Council’s interests are represented effectively.  
Appropriate corporate support and governance arrangements are in place 
to deliver the major City Deal projects within Renfrewshire which recognise 
the complexity of these projects and the additional requirements necessary 
to satisfy and meet the wider City Deal governance arrangements.  

4.11 Service Priority: Developing the organisation to create capacity to 
manage change and sustain a positive performance culture.

Main achievements include: 

 Benchmarking our services to compare our performance with other 
councils and partner organisations to identify and share best practice to 
improve our service delivery arrangements;
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 Completing the second cycle of Public Sector Improvement Framework 
assessments and progressing the improvement actions across all service 
areas within Finance and Resources. 

5. Progress against the service scorecard 

5.1 Our key performance indicators are reported in Appendix Two.  The appendix 
shows that the majority of our indicators are on target and are performing well.
Nineteen of our indicators have a green status; eight are amber, five are red 
and three are data only or new indicators.  The indicators to highlight which 
are performing particularly well are: 

o Benefit processing - the implementation of major welfare reform 
changes over the last few years has placed exceptional demand on the 
Benefits Service.  Despite the increase in work load that the changes 
created, the time taken to process new housing benefit applications has 
reduced from 33.49 days in 2011/12 to 25.41 days in 2014/15 and is 
currently at 22.1 days in the period to end of September 2015. The time 
taken to process change of circumstance housing benefit applications is 
also within target at quarter two (5.78 days against a target of 10 days).

o Percentage of Council invoices paid within 30 days has improved over 
the last three years from 95.4% in 2012/13 to 97.21% in 2014/15, helping 
to support local businesses through our prompt payment practices.
97.36% of invoices were paid within 30 days in quarter two; 

o Cost of collection of Council Tax has reduced from £14.69 in 2013/14 
to £11.26 in 2014/15. This is mainly due to a reduction in our support 
service costs as a result of consolidation of our customer service unit and 
streamlining of our support service functions. 

5.2 A few of our indicators are currently performing below target; they are listed 
below with details of the actions that are being taken to improve performance: 

o Percentage of calls answered within 40 seconds was 31% against a 
target of 70%.  Technical difficulties and contractor delays in the 
implementation of self service kiosks and the automated Switchboard 
impacted on service delivery.  Staff vacancies which have now been filled 
also impacted on the service; the new recruits are currently going through 
the training programme to deliver the full range of customer services.  The 
average wait time in the customer service centre was less than 17 
minutes in the same period, against a target of 20 minutes and a recovery 
in performance is expected over the short term.

o Percentage of managers in 360 process with completed reports –
81.69% of managers in the 360 process have completed reports, against 
a target of 100%.  Following implementation of the new system, the 
programme is currently being rolled out in line with the two yearly review 
cycle;
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o Percentage of employees with a completed Individual Development
Plan - 82% of employees have an IDP (against a target of 100%).  Plans
continue to be completed across the department;

o The average number of work days lost through sickness absence
per FTE has risen slightly over the last three years from 6.74 days in
2012/13 to 7.68 in 2014/15 and was above the phased target at quarter
two this year.  The majority of the absence has been medically certified.
Absence cases are actively managed and guidance on the supporting
attendance procedures is being provided to employees and their
managers.  The use of the early intervention helpline, programme of flu
vaccinations, Occupational Health referrals and phased return to work are
also being utilised where appropriate.

___________________________________________________________________
Implications of this report 

1 Financial – none.

2 HR & Organisational Development - an update on organisational 
development actions is contained in appendix one. 

3 Community Planning – appendix one provides an update on the actions 
which contribute to the achievement of the Community Plan priorities. 

4 Legal - none. 

5 Property/Assets - none. 

6 Information Technology – progress on IT actions and developments are 
detailed 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 outlined in appendix one.

9. Procurement – none.

10. Risk – none.

11. Privacy Impact – none.

List of Background Papers 
(a) None 

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