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1. Purpose/Executive Summary 

 
1.1 This report also provides performance information on: 

• Corporate Indicators 
• Contribution to the Performance Plan 
• Service Plan Progress 
• Service Risks 

 
1.2 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 

 
2. Recommendations 

 
2.1 Members are asked to:  

 
i. Scrutinise and Note the Service’s performance and risk information; and 
ii. Agree the suggested removal of actions as set out in paragraph 6 of the report. 

 
3. Implications 

 
3.1 
 

Resource: 
There are no implications arising as a direct result of this report. 
 

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

3.5 
 
 

Risk: 
There are no risk implications arising as a direct result of 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  
 

4.2.1 Staff absence is a nationally benchmarked indicator. Effective absence management 
supports staff, maintains productivity, and contributes to the Council’s benchmarked 
performance. 
 

4.2.2 In Quarter 4 the Service lost an average of 2.08 days per employee compared to an 
average of 3.48 for the Council as a whole. 
 

 
 

4.3 Service Complaints Response Times 
 

4.3.1 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’). 
 

  



4.3.2 Performance for complaints during Quarter 4 against a corporate target of 80% was as 
follows: 
 

 
 
 

4.4 Service Freedom of Information (‘FOI’) Response Times  
 

4.4.1 FOI requests are co-ordinated by CRIT in collaboration with the Service teams which 
may hold information relevant to the request.  
 

4.4.2 The performance for FOI response times during Quarter 4 against a corporate target of 
90% was as follows: 
 

 
 

4.4.3 
 
 
 

During Quarter 4 the CRIT team focussed resource on dealing with the historic FOI back 
log with good success. However, a consequence of this focus contributed to reduced 
performance in relation to more recent FOI requests, and this is reflected in both the 
P&G and council wide figures for Quarter 4. 
 

  



4.5 Service Invoice Payment Times 
 

4.5.1 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. 
 

4.5.2 The performance for invoice payment times within 30- and 10-days during Quarter 4 
against a target of 95% and 75%, respectively, was as follows: 
 

 
 

5. Service Contribution to the Performance Plan 
 

5.1 The Performance Plan 2022/27 was approved by Council on 9 March 2023 - the 
Indicators and Actions contributing to the priorities set out in the Performance Plan are 
shown below. 
 

 
 

  



6. Service Plan Progress  
 

6.1 

 
 
An officer review of the Service Plan has led to the proposal that all above actions have 
either been completed or are business as usual and should be removed. 
 

6.2 

 
 
The intention to create a stand-alone “digital solution to store legal files” has been 
overtaken by a corporate project for document storage. As legal files will in time be able 
to be held on this system it is no longer thought necessary to have this action in the 
Service Plan and removal is therefore proposed. 
 

6.3 

 
 



6.4 

 
 

6.5 

 
 

6.5.1 The action to “Develop the Business Intelligence action plan” will be picked up in the 
corporate project for Data and Digital Solutions within the Operational Delivery Plan, 
therefore it is no longer thought necessary to have this action in the Service Plan and 
removal is proposed. 
 

6.5.2 The action to “Implement the cross-service Information Governance action plan” now 
requires a lower priority due to competing demands within the Operational Delivery Plan.  
 

6.6 

 
 



6.7 

 
 

6.7.1 The action to “Review Public Performance Reporting Framework” has some slippage in 
relation to the target date, this is because of the Performance Reporting of the Delivery 
Plan and the revised Performance Plan supporting the Corporate Programme. A new 
target date of Q4 24/25 is proposed. 
 

6.8 

 
 

6.8.1 The action “Develop a quarterly Audit indicator” has been reviewed and it is considered 
that it would not add value beyond the existing internal audit reporting to the Audit 
Committee. It is therefore proposed to remove this action from the Service Plan.  
 

6.9 

 
 

6.10 

 
 



6.11 

 
 

7. Service Risks  
 

7.1 
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