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To: Finance, Resources and Customer Services Policy Board  

On: 8 November 2017

___________________________________________________________________ 

Report by: Chief Executive

___________________________________________________________________ 

Heading: Chief Executive’s Service Improvement Plan 2017-20 Mid-Year Monitoring 
Report

___________________________________________________________________ 

1. Summary 

1.1. The Chief Executive’s Service Improvement Plan 2017-20 was approved by the 
Finance, Resources and Customer Service Policy Board in June 2017. The plan 
sets out the priorities for the development of the service over a three year 
period and details the actions which will contribute to the priorities of both the 
Council and the Community Planning Partnership. It also sets out the actions 
which will ensure continuous improvement across the service and the 
performance indicators which ensure the impact can be measured. 

1.2. This report contains details of the Chief Executive Service’s performance over 
the period 1 April 2017 to 30 September 2017. The main purpose of the report 
is to provide: 

Details of the key achievements of the service over the period.
A progress update on implementing the action plan linked to the 2017-18
Service Improvement Plan.
Details of how the work of the service contributes to the service
scorecard of core performance indicators.
An overview of priorities for the service over the next six months.



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

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

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

1.6. Over the past six months, the key achievements for the service have included:

The development of a new Council Plan and Community Plan which
were approved by Full Council on 28 September 2017. The plans were
developed in parallel through an extensive programme of consultation
and engagement, and were also reviewed by the Cross Party Sounding
Board in August 2017.
The completion of a Strategic Needs Assessment which underpinned the
development of the Council and Community Plans. This process
effectively brought together a wide range of Council and partnership data
to establish the current and projected needs of the local population and
the potential impact on the services that are currently available.
The publication of a positive Best Value Assurance Report for
Renfrewshire Council on 31st August 2017, which provides independent
assurance to local people, communities and businesses that the Council
is working well to improve outcomes for local people. The report
represents the culmination of several months of best value audit activity
which was supported by Council officers and involved elected members,
partner organisations and groups of staff from across the organisation.
The provision of significant support and commitment by staff across the
service in terms of submitting Paisley’s second stage bid for UK City of
Culture 2021. Paisley 2021 generated 72 million opportunities to see or
hear something positive about Paisley and Renfrewshire in 2016/17.
Teams from across the service will continue to provide support ahead of
the final decision and winner being announced in December 2017.
The delivery of an enhanced events programme for 2017/18, which has
attracted increased audience numbers and media interest. The most
recent events delivered were the very successful Spree Festival and



Halloween Festival. The Paisley Beer and Food Festival alone attracted 
more than 15,000 attendees to the area.  
The implementation of revised governance arrangements for community
planning in Renfrewshire continues to be progressed. The high level
structure has now been established through the Executive and Oversight
Groups, whilst proposals relating to the review of Local Area Committees
are currently being developed through a programme of consultation and
engagement.
The innovation and commitment of staff continues to be recognised
through external awards schemes, with the Tackling Poverty Programme
shortlisted for ‘Programme of the Year’ at the Association of Project
Management Awards 2017. The winner of this prestigious national award
will be announced in November 2017.
£4 million of income has been generated through the Tackling Poverty
programme for local people, with the programme continuing to support
developments such as Renfrewshire’s Advice Partnership, Affordable
Credit group and the Credit Union Forum. Other recent developments
include the launch of the national funeral payments scheme within
Renfrewshire.
The successful completion of the first round of the Lens intrapreneurship
programme in Renfrewshire which culminated in an awards ceremony
involving 11 finalists from across Council services in May 2017. The
scheme encourages staff to submit innovative ideas for development,
which if successful attract funding and support to take the idea forward.
Work has also been undertaken during 2017 to support the
establishment of the new Council, including the provision of training and
information sessions for new elected members and supporting the
development of cross party working through regular briefings and
through the Cross Party Sounding Board.
An opportunity to work with Strathclyde University on procurement
framework development and staff training and development opportunities
is being progressed.
As part of the Council’s equalities duty, six new meaningful and
measurable outcomes were developed in consultation with Renfrewshire
community groups. As part of the monitoring process, these outcomes
have been included in Service Improvement Plans and will also be
regularly reported back to the local equalities led community groups.

1.7. Over the next six months, the key actions to be prioritised by the service are as 
follows:

Implementing the recommendations flowing from the Best Value
Assurance Report, with regular reporting on progress to the Corporate
Management Team and Leadership Board.



Formally launching the Council Plan and embedding new actions and
developments within Service Improvement Plans for 2018 and beyond.
Supporting the final stages of Paisley’s bid for UK City of Culture 2021,
and working with others to ensure that there is a lasting cultural and
economic legacy which builds on the progress achieved to date.
Launching Phase 2 of the Lens intrapreneurship programme, in order to
extend the opportunity for more staff to become involved in this initiative.
Supporting the Better Council Change programme, working with services
to implement changes successfully and to deliver savings required.
Finalising the review of local area committees, with proposals to be
considered by Full Council in December 2017.
Undertaking a review of the Council’s public engagement mechanisms
and principally the role of the Public Services Panel going forward.
Finalising proposals to develop a new self evaluation model for
Renfrewshire Council, which drives continuous improvement and
supports staff engagement.
Implementing public wifi infrastructure across Renfrewshire, with phase 1
due to commence in late November 2017.
Launching a new visitor website, scheduled for December 2017.
Delivering high profile events relating to Halloween, Christmas and the
Monte Carlo Rally over winter 2017.

___________________________________________________________________ 

2. Recommendations 

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

Note the progress that has been made on service performance.
Note the progress made on actions and performance in the action plan.
Note that an outturn report will be provided to Board in spring 2018.
Approve changes to the service scorecard outlined in section 6.5 of this
report.

_________________________________________________________

3. Background 

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

3.2. The Service Improvement Plan also provides a mechanism by which elected 
members can evaluate the performance of the service. The appendices to the 



plan contain an action plan and performance indicators against which progress 
can be measured. This mid-year monitoring report provides an update on 
progress against the 2017-20 Plan.  

3.3. Section 5 of this report provides details of the service’s achievements, aligned 
to the Council Plan priorities, over the period April to September 2017. It 
highlights areas of significant progress and details of action to be taken to 
address any areas where performance is below target. Further detail is provided 
in the Action Plan which forms Appendix 1 and the Performance Scorecard 
which forms Appendix 2.  

3.4. An outturn report will be brought before Board in spring 2018. 

4. Service Update 

4.1. The Chief Executive’s Service is made up of two broad service areas: Policy 
and Commissioning and Marketing and Communications, each with associated 
delivery units and employing 112 staff. The service also provides a varied remit 
and oversees cross-council services such as policy, communications, 
marketing, procurement and the Better Council Change Programme. Joined-up
cross-departmental working is a core purpose of the Chief Executive’s Service, 
with teams providing support to other services as they work towards meeting 
strategic objectives and priorities in line with corporate practice and working 
closely with external stakeholders and partners. 

4.2. The service has a lead role in terms of supporting continuous improvement and 
a focus on achieving Best Value through the work of the Council. 

4.3. On 31st August, the Accounts Commission published the Best Value Assurance 
Report for Renfrewshire Council. The Local Government in Scotland Act 2003 
and supporting Statutory Ministerial Guidance sets out the statutory duties and 
characteristics of a Council that is demonstrating Best Value. Audit Scotland are 
appointed to assess if Local Authorities are meeting this duty through their audit 
work on behalf of the Accounts Commission. 

4.4. Audit Scotland revised the methodology used for auditing best value in 2015, 
and Renfrewshire Council was the second local authority to have participated in 
the new Best Value Assurance Report process.

4.5. The report provides an assessment of the Council and its performance of 11 
years, since its last audit in 2006. Overall the report is positive, providing 
independent assurance to local residents and businesses on the extent to which 
the Council is achieving best value. The report confirms Audit Scotland’s view 
that the Council has a clear and ambitious vision for the area which is shared 



with partners, is working well with partners to address the challenges facing the 
organisation and the Renfrewshire area and effectively manages the Council’s 
finances. In publishing the report, the Accounts Commission notes that 
“Renfrewshire Council continues to improve and is making encouraging 
progress in the performance of its services”.

4.6. In the report, Audit Scotland also provides direction on the key areas which the 
Council should focus its improvement activities on going forward. The report 
specifically includes 7 recommendations relating to areas such as cross party 
working, community engagement, partnership working, workforce planning and 
governance arrangements. An action plan which sets out the Council’s 
proposed actions to progress these recommendations was approved by Council 
on 28 September 2017. These actions will be embedded within the Council Plan 
and Community Plans and driven at service level through Service Improvement 
Plans. 

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

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

5.2. Council Plan Priority 1 – Reshaping our place, our economy and our future

The provision of significant support and commitment by staff across the
service in terms of submitting Paisley’s second stage bid for UK City of
Culture 2021. Teams from across the service will continue to provide
support ahead of the winner being announced in December 2017.
The delivery of an enhanced events programme for 2017/18, which has
attracted increased audience numbers and media interest. The most
recent event delivered was the very successful Spree Festival, with
upcoming events relating to the Halloween Festival and Christmas. The
Paisley Beer and Food Festival alone attracted more than 15,000
attendees to the area.

5.3 Council Plan Priority 3 – Tackling inequality, ensuring opportunities for all

The Tackling Poverty Programme has been shortlisted for ‘Programme of
the Year’ at the Association of Project Management Awards 2017. The
winner of this prestigious national award will be announced in November
2017. 
£4million of income has been generated through the Tackling Poverty
programme for local people, with the programme continuing to support



developments such as Renfrewshire Advice Partnership, Affordable 
Credit Group and the Credit Union Forum. Other recent developments 
included the launch of the national funeral payments scheme within 
Renfrewshire.  
The Digital Participation project continues with the Digital Participation
Officer and Digital Volunteer Coordinator working with local organisations
(Reaching Older Adults in Renfrewshire and the Disability Resource
Centre) to provide digital support to the most digitally excluded groups.

5.4 Council Plan Priority 5 – Working together to improve outcomes 

The development of a new Council Plan and Community Plan which
were approved by Full Council on 28 September 2017. The plans were
developed in parallel through an extensive programme of consultation
and engagement, and were also reviewed by the Cross Party Sounding
Board in August 2017.
The completion of a Strategic Needs Assessment which underpinned the
development of the Council and Community Plans. This process
effectively brought together a wide range of Council and partnership data
to establish the current and projected needs of the local population and
the potential impact on the services that are currently available.
The publication of a positive Best Value Assurance Report for
Renfrewshire Council on 31st August 2017, which provides independent
assurance to local people, communities and businesses that the Council
is working well to improve outcomes for local people. The report
represents the culmination of several months of best value audit activity
which was supported by Council officers and involved elected members,
partner organisations and groups of staff from across the organisation.
The successful completion of the first round of the Lens intrapreneurship
programme in Renfrewshire which culminated in an awards ceremony
involving 11 finalists from across Council services in May 2017. The
scheme encourages staff to submit innovative ideas for development,
which if successful attract funding and support to take forward the idea.
An opportunity to work with Strathclyde University on procurement
framework developments and staff training and development
opportunities is being progressed.
As part of the Council’s equalities duty, six new meaningful and
measurable outcomes were developed in consultation with Renfrewshire
community groups. As part of the monitoring process, these outcomes
have been included in Service Improvement Plans and will also be
regularly reported back to the local equalities led community groups.

5.5 Areas where actions have been reviewed or delayed



5.5.1 The service has undertaken a review of the current corporate complaints 
process which has been in place across the council since 2013. Good progress 
has been achieved in terms of progressing the review; however it has been 
necessary to extend the targeted completion date to 31 December 2017 in 
order for the review to be cognisant of national developments and an internal 
audit review undertaken during summer 2017. 

6. Progress against service scorecard 

6.1. The service scorecard contains 21 indicators, a subset of which is reported as 
part of the CMT scorecard on a quarterly basis. 

6.2. Of the 21 indicators, 8 are data only and have no target set. Of the indicators 
with targets, 7 are performing well, 1 requires monitoring and 5 are below 
target. Performance is regularly reviewed by Senior Managers across the 
service who use this information to target service improvement activity. 

6.3. A full summary of performance is outlined in the service scorecard at Appendix 
2. The scorecard highlights the following areas of strong performance:

Number of followers on social media is increasing each quarter; this has
increased from 17,512 in Q4 2016/17 to 17,913 in Q1 2017/18, reflecting
the efforts of the team to grow our social media presence.
Number of friends on facebook is performing well, with an increase from
11,055 in Q4 2016/17 to 11,685 in Q1 2017/18.
Local spend at events is a new indicator for 2017/18. For quarter 1 spend
was £997,190 which is performing significantly above the target of
£150,000.
There has been a 24.6% increase in visitor numbers between 2015/16
and 2016/17, from 1,392,172 to 1,735,106.
60.44 % of staff feel well informed about matters that are important to
them, according to results from the recent staff communications survey.
100% of FOI requests were completed within timescales, which
continues to be on target.
98.71% of invoices were paid within 30 days.

6.4. Areas requiring improvement and/or review

Satisfaction levels with Council’s Public Performance Reporting have
decreased from 78% in 2015/16 to 73% in 2016/17.
Percentage of responses received for the Public Services Panel has
decreased over the last few years, from 54% in 2015/16 to 44% in



2016/17. Options are being considered on the best way to engage with 
our communities going forward. 
Average number of work days lost through sickness absence was 1.78
for Quarter 1 which is above the target of 0.48. Due to the size of the
service, a small number of long term absences can have a significant
impact on this figure. However, absence continues to be monitored by
Senior Managers on a quarterly basis.
52% of employees have an IDP which is below target. However, this has
been the focus of targeted activity by the service and our performance
has been increasing in recent months.
46% of complaints were responded to within timescales which is below
target for the first time in recent quarters. A new process for handling
cross service complaints received by the Chief Executive Service was
introduced in 2016/17 and officers are currently reviewing reasons for the
dip in service performance.

6.5. It is proposed that the action on “developing options for future self assessment 
activities involving staff” is removed from the action plan as this replicates the 
action on “reviewing staff engagement mechanisms”.

7. The impact of our services / the difference we make 

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

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

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

8. Priorities over the next six months 

Over the next six months, the key actions to be prioritised by the service are as 
follows: 



Implementing the recommendations flowing from the Best Value
Assurance Report, with regular reporting on progress to the Corporate
Management Team and Leadership Board.
Formally launching the Council Plan and embedding new actions and
developments within Service Improvement Plans for 2018 and beyond.
Supporting the final stages of Paisley’s bid for UK City of Culture 2021,
and working with others to ensure that there is a lasting cultural and
economic legacy which builds on the progress achieved to date.
Launching Phase 2 of the Lens intrapreneurship programme, in order to
extend the opportunity for more staff to become involved in this initiative.
Supporting the Better Council Change Programme, working with services
to implement change successfully and to deliver savings required.
Finalising the review of local area committees, with a report to be
considered by full Council in December 2017.
Undertaking a review of the Council’s public engagement mechanisms
and principally the role of the Public Services Panel going forward.
Finalising proposals to develop a new self evaluation model for
Renfrewshire Council, which drives continuous improvement and
supports staff engagement.
Implementing public wifi infrastructure across Renfrewshire, with phase 1
due to commence in late November 2017.
Launching a new visitor website, scheduled for December 2017.
Delivering high profile events relating to Christmas and the Monte Carlo
Rally over winter 2017.

___________________________________________________________________ 

Implications of the Report 

1. Financial – none

2. HR & Organisational Development – none

3. Community Planning –  

Children and Young People – none

Community Care, Health & Well-being - none 

Empowering our Communities - none 

Greener - none 

Jobs and the Economy - none

Safer and Stronger - none

4. Legal – none



5. Property/Assets – none

6. Information Technology - none

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 because for example it is for 
noting only. If required following implementation, the actual impact of 
the recommendations and the mitigating actions will be reviewed and 
monitored, and the results of the assessment will be published on the 
Council’s website.   

8. Health & Safety - none

9. Procurement – none

10. Risk - none

11. Privacy Impact - none

12. Cosla Policy Position – none

_________________________________________________________

List of Background Papers none
___________________________________________________________________ 

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