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1 Purpose/Executive Summary 
 

1.2 This report provides performance information for Quarter 3 2023/24 regarding:- 
 
• Corporate Indicators; 
• Contribution to the Corporate Plan; 
• Service Plan Progress; 
• Mitigation of Service Risks; and 
• Service updates out with the Corporate Indicators or Service Plan 

 
The content and structure is intended to:- 
 
• assist Member scrutiny and performance management; 
• inform decision making to aid continuous improvement; and 
• provide transparency and accessibility 
 
Unfortunately, Quarter 4 2023/24 performance information was not available at the time 
of writing the report due to the timing of the committee meeting. 

 
2 Recommendations 

 
2.1 Members are asked to scrutinise the Service’s performance and risk information. 

 
3 Implications 

 
3.1 Resource - There are no relevant implications arising from this report. 
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3.2 Legal - This report contributes to the Council’s statutory duties to report performance and 
secure best value in terms of; Section 1(1)(a) of the Local Government Act 1992, and 
Section 1 of the Local Government in Scotland Act 2003, respectively.  
 

3.3 Community (Equality, Poverty, Rural and Island) - There are no Community 
implications arising from this report. 
 

3.4 Climate Change / Carbon Clever - There are no relevant implications arising from this 
report. 
 

3.5 Risk - There are no relevant implications arising from this report. 
 

3.6 Health and Safety (risks arising from changes to plant, equipment, process, or 
people) - There are no immediate health and safety implications arising from this 
report. 
 

3.7 Gaelic - There are no implications for Gaelic arising from this report. 
 

4 Service Performance – Corporate Indicators 
 

4.1 Service performance in relation to Absence, Complaints, FOIs, and Invoice Payments 
are set out in the following sub-sections. 
 

4.2 Service Attendance Management  
 
Staff absence is a nationally benchmarked indicator.  Effective absence management 
supports staff, maintains productivity, and contributes to the Council’s benchmarked 
performance.  In Quarter 3 the Service lost an average of 2.03 days per employee 
compared to an average of 3.35 for the Council as a whole. 
 

 
 

4.3 Service Complaints Response Times 
 
Monitoring complaints provides important feedback which can facilitate decision making 
and service design.  Services are responsible for responding to complaints which are 
issued on their behalf by the Customer and Resolution Improvement Team (‘CRIT’). 
 
Performance for complaints during Quarter 3 against a corporate target of 80% was as 
follows:- 
 
 
 
 
 
 
 
 



 

 
 

The service continues to work to improve.  Unfortunately, the complexity of some 
complaints means that the 20-day resolution time is challenging. 
 

4.4 Service Freedom of Information (‘FOI’) Response Times  
 
FOI requests are co-ordinated by CRIT in collaboration with the Service teams which 
may hold information relevant to the request.  
 
The performance for FOI response times during Quarter 3 against a corporate target of 
90% was as follows:- 
 

 
 
The service continues to work to improve.  Cases are reviewed weekly at the Senior 
Management Team meeting.  Extracting the required data from some of our systems 
for FOI requests means that the 20-day response time is challenging.  
 



4.5 Service Invoice Payment Times 
 
Payment of invoices within 30 days of receipt is a Council Statutory Performance 
Indicator.  The Council also monitors the number of invoices paid within 10 days of 
receipt. 
 
The performance for invoice payment times within 10 and 30 days during Quarter 3 
against a target of 77% and 95%, respectively, was as follows:- 
 

 
 

5 Service Contribution to Corporate Plan 
 
5.1 

 

 
 
 



 

 
 

 
 

• CP 3.07 Average time per Planning applications: The reasons for the Planning 
performance showing as Red were outlined in the last quarterly performance 
report.  Additionally, a Planning Performance Improvement Workshop was held in 
November to help determine which areas of the process require more focus and 
support. 
 

 
 
 
 



6 Service Plan Progress 
 

6.1 Service performance information from the Service Plan FY 23/24 is set out below.   

6.2 

 
 

6.3 

 
 



6.4 

 
 

7 Service Risk Mitigation 

7.1 The Service Risk Register is reviewed by the Service quarterly and mitigating actions 
are tracked in PRMS.  All Service Risks will be further reviewed in line with the new 
Risk Management Policy and Guidance prior to the next Committee meeting. 
 

7.2 

 

Risk 
No. 

Risk 
Rating Risk Name 

CR25 A1 Capital Programme Affordability and Deliverability 
CR30 A2 Ash dieback 

IEE01 C2 Lack of resources to deliver programmes in recovered economic 
climate 

IEE02 D2 Maintain community led economic development expertise 

IEE05 C3 Shortage of economically deliverable sites for affordable housing 
development 

IEE06 C3 Functional structure failure resulting in loss of life or serious injury 

IEE08 C2 Reduction in harbour income leading to unsustainable operation of 
harbours, etc 

IEE09 D2 Streetworks commissioner fines the Council 
IEE10 C2 Delivery of Council’s 20mph programme 

IEE11 C2 Building Standards continued verification role at risk if pending 
vacancies due to retirement are not filled. 

IEE17 C2 Resource for delivery of our Biodiversity duty under NPF4 and 
implications for planning 

IEE20 C2 Delivery of Active Travel schemes, specifically Academy Street 

IEE22 C2 Resourcing to deliver requirements of NPF4 and new development 
planning regulations 

IEE24 C2 Resource implications of short-term lets if expanded 
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