
CLACKMANNANSHIRE COUNCIL 

Report to:  Scrutiny Committee 

 Date of Meeting: 24 August 2017 

Subject:  Strategy and Customer Services: Annual Performance Report 

Report by: Head of Strategy & Customer Services 

1.0 Purpose 

1.1. This report updates committee on the performance for Strategy & Customer 
Services for six month period from October 2016-March 2017.  

2.0 Recommendations 

2.1. It is recommended that Committee notes the report, commenting and 
challenging as appropriate. 

3.0 Service Activity - Key Issues 

3.1. Strategy and Customer Services has a broad remit which is both strategic and 
operational and corporate and service-specific.  The main objectives of the 
Service are to: 
 
• Support the strategic positioning of the Council; 
• Enhance corporate performance and service delivery; and  
• Deliver excellent services in local communities.   
 
A full performance report from the Covalent system is attached at Appendix 1, 
however, key service activity for the year is outlined below. 
 

3.2 Civic Events - A number of civic events were supported during the reporting 
period, with the key events being: 

 Clackmannanshire Awards – Citizen and Young Citizen of the Year, and 
Armed Forces Day 

3.3 Local Offices and Speirs Centre - The Service worked with staff and Trade 
Union representatives to deliver the changes involved in the removal of cash 
payments from local offices in August 2016 and the introduction of chip and 
pin card facilities, as approved by Council.     

   

THIS PAPER RELATES TO 
ITEM 15 

ON THE AGENDA 
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 The service delivered a full programme of events in partnership with local and 
national groups and organisations, including weekly Bookbug sessions (100+ 
per year), a series of author events, monthly reading group meetings, 
Summer Reading Challenge and World Book Day with the Reading Agency, 
50+ visits by primary schools and the promotion of Reading Champions with 
Park Primary School as part of local and national initiatives. 

 The Speirs Centre is increasing being used by council services as an 
outreach location to meet customers and clients in a friendly and relaxed 
atmosphere.  For example, the Speirs Centre has hosted weekly homework 
clubs for Syrian families (with Social Services) and the Integrated Mental 
Health Team are delivering monthly drop-in sessions, providing members of 
the public with information and resources relating to health and well-being.   
 

3.4 Great Tapestry of Scotland - The service has worked jointly with CTSI to 
organise the hosting of the Great Tapestry of Scotland being held in the 
Speirs Centre from June until late August 2017.  This event will showcase 
over 140 embroidered panels and providing a great day out for visitors from 
Clackmannanshire and beyond.  Various talks and workshops will be held 
throughout the exhibition to increase awareness of Clackmannanshire’s rich 
textile history. 

3.5 Local Archives – Clackmannanshire Council has a statutory obligation to 
provide 'proper arrangements' for the care, preservation and management of 
all records created by the Council.  The Archive Service seeks to identify, 
collect and preserve the documentary heritage of Clackmannanshire and to 
make it freely available for use both now and in the future.  The development 
of a new Archives and Local History service is planned for the Speirs Centre 
in late 2017. 

3.6 Leisure Operations Service – The service has responsibility for the Council’s 
leisure facilities in the three Community Schools, three Civic Halls and 
community leisure facilities in Tullibody Civic Centre, Dumyat Centre, Dollar 
Civic Centre, Bowmar Centre and Ben Cleuch Centre, Tillicoultry).  The focus 
in 2016/17 was on tackling a historical budget deficit which has now been 
cleared. 

 
3.7 Scottishcertificates.org.uk – Our Scottish Certificate’s web service processes 

orders for replacement Birth, Death, Marriage or Civil Partnership certificates 
registered anywhere in Scotland.  Total income received in 2016/17 was 
£151k.  Further developments are planned for 2017/18 to help maintain 
profitability in an increasingly challenging market. 

3.8 Registration Service - Customer surveys are carried out following all 
ceremonies undertaken by Registration staff.  Satisfaction levels remain very 
high (100% satisfied/very satisfied).   

3.9 Community Planning – A number of key areas of legislation have influenced 
the work of Clackmannanshire Alliance throughout 2016/17.  The first of 
these, the Community Empowerment (Scotland) Act 2015 has seen the 
partnership undertake early planning for the Local Outcome Improvement 
Plan (LOIP) and Locality Plans for Clackmannanshire; implementation of 
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mechanisms for Asset Transfer and Participation Requests and preparation 
and awareness raising for other parts of the act yet to come into force.   

 The other main area of development has been under Community Justice 
Transition with the Clackmannanshire Alliance assuming responsibility for 
Community Justice on the 1st April 2017.  Activities throughout the 2016/17 
transition period have included the development of a Community Justice 
Strategic Assessment and an offender profile for Clackmannanshire; 
development of new partnership governance and working arrangements; 
development of stakeholder engagement mechanisms; a Strategic Needs 
Assessment and ultimately the Community Justice Outcomes Improvement 
Plan which was approved by Council in March 2017 in line with statutory 
deadline.    

 Realigning Children’s Services; the Children and Young People (Scotland) Act 
2014 and the early development of a new Children’s Services Plan has also 
taken place in 2016/17 and which will inform a significant amount of work in 
2017/18.   

3.10 Community Consultation & Engagement - The service has continued to 
provide support for consultation and engagement throughout the reporting 
period.  These have included the annual Clacks 1000 survey; a public 
consultation on the creation of a Tullibody South Campus; a range of Council 
Customer Satisfaction Surveys; a major consultation on the Scheme for 
Establishment of Community Councils; the Council’s consultation on its 
budget setting for 2017/18; a major consultation on the provision of local 
services and consultation on significant strategies and policies developed 
throughout 2016/17.   

3.11  Counter Extremism and Serious and Organised Crime – we continue to 
provide corporate support for Prevent (Counter Terrorism) and Serious 
Organised Crime strategies through the required Single Point of Contact 
approach.  The service attends regular regional and local multi-agency forums 
on behalf of the Council.  The Council has now launched a Prevent E-learning 
course, providing a basic awareness of Prevent counter extremism statutory 
duties for staff and is delivering the more detailed WRAP training to staff who 
work with vulnerable people.   

 A Risk and Integrity forum has been established to oversee the Council’s 
Serious and Organised Crime action plan and a risk based checklist has been 
completed in line with national guidance.   

   
3.12 Communications - The service has continued to provide a range of 

communications support, including media and social media; web and intranet; 
and design and print.  A number of primary developments throughout 2016/17 
included launch of a new Leisure website which is integrated within 
ClacksWeb to increase awareness and usage of facilities; ongoing 
improvements and upgrades to ClacksWeb including improved online 
revenues services for Direct Debit functionality, interrogation of Council Tax 
Balance Online and Change of Address Functionality.  We have also carried 
out a significant review of our internal website, CONNECT, resulting in a 
number of improvements following feedback from employees.  ClacksWeb 
achieved a 3 out of 4-star rating in the SOCITM Better Connected Report. 
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External communications year focussed on the Scottish Parliamentary 
Election and European Referendum; Council Budget and Council service 
changes throughout the year. Other major communications campaigns 
included a foster care recruitment campaign held in early 2017 and a 
campaign to raise awareness of the changes to bin collections. Editions of the 
staff magazine Grapevine were published throughout 2016/17 and 
evaluation/feedback continues to be largely positive. Feedback received 
during an evaluation of the residents’ publication View is currently being used 
to shape a refocused annual publication.  

 The Council’s social media presence has continued to grow over 2016/17 with 
a 13% increase in Facebook ‘followers’ and 21% increase in Twitter ‘likes’ in 
the last 12 months.   

3.13 Transformational Progress - The service is providing ongoing programme 
management support for the Council’s Transformational Programme as well 
as implementing a number of service projects.  These have included; 

 Clackmannan Regeneration Project 

A £2M regeneration and economic development bid from the Scottish 
Government for Clackmannan was also successful and early implementation 
of the project commenced in the latter part of 2016/17.  

 Income Management System (ParentPay) 

 The Income Management System (ParentPay) was introduced in November 
2015 within the three Secondary Schools and continues to be promoted, 
particularly through the P7/S1 induction process.  Usage and income are 
recorded below specifically for the period October to March including types of 
payments and uptake.   
 
Lornshill Academy 

 Income - October-March 
Trips     £29,603.68 
School Meals    £51,793.89 
Tech/Hospitality   £  2,684.00  TOTAL £84,081.57 

 A total of 406 active accounts set up out of possible 974 parents/carers 
which equates to 41.6% usage of ParentPay. 

 Alva Academy  

 Income - October-March 
Trips     £20,407.50 
School Meals    £53,062.62 
Tech/Hospitality   £  3,456.00  TOTAL £76,926.12 

 A total of 543 parents/carers active accounts are set up out of a possible 
838 parents/carers, this equates to 64.8% usage of ParentPay. 

  Alloa Academy 
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 Income - October-March 
Trips/Tech/Hospitality  £10,224.50 
School Meals    £13,321.15 
        TOTAL £23,545.65 
 
A total of 301 active accounts set up out of possible 699 parents/carers 
which equates to 43% usage of ParentPay. 

3.14 Third Sector – The Service continues to support, monitor and advise Third 
Sector organisations receiving funding from the Council.  We also continue to 
engage with Third Sector partners in a wide range of policy areas using a 
broad range of engagement tools and mechanisms. 

 The service supported a successful partnership funding bid for a Participatory 
Budgeting exercise in Clackmannanshire during 2016/17.  The process was 
implemented and evaluated, and feedback will be used to inform the 
development of further participatory budgeting exercises.   

Engagement and support was provided to a number of communities and 
voluntary groups in regard of potential community asset transfers 
arrangements.  The service has worked closely with Clackmannanshire Third 
Sector Interface (CTSI) throughout 2016/17 in this regard.  

A programme of capacity-building for community partners, in partnership with 
CTSI and the JCCF, was facilitated by the service as part of the 
Clackmannanshire Community Conference in March. 

3.15 Emergency Planning – The Service continues to provide the lead on 
emergency planning and resilience (under the Civil Contingency Act) for the 
Council.  A number of key areas have been progressed throughout 2016/17 
including involvement in a number of national counter terrorism activities 
under the ‘Prepare’ strand of the national strategy.  In Clackmannanshire, we 
have strengthened our planning approaches, and undertaken a great deal of 
work to develop a move to critical security plan (known as GRasP) for 
Clackmannanshire Council.   

 A range of new and enhanced staff and building security precautions have 
been implemented during the year, particularly in light of our GRaSP security 
plan and national and international security and terrorist events.  Information 
and briefings were deployed to staff on the new security arrangements.   
 
In terms of incident response a number of workshops and training sessions 
were run throughout the year on subjects including Care for People (relating 
to rest centre provision), business continuity (specifically targeted at Head 
Teachers and Asset Management staff), CMT and Elected Members.  A 
number of Council Incident Officers received training in partnership with the 
Police,  including a national communications exercise.  Council and multi-
agency exercise of plans have also been carried out in the reporting year.  
  

  The Major Emergency Operation Plan (MEOPs) and Emergency Contact List 
was reviewed and updated in 2016/17 and a number of plans created within 
the year in relation to failure of telecoms, responding to oil pollution events, 
Coastal Flooding Plan for Forth Valley. 
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3.16 Business Support: - Seven customer surveys were distributed to all Services 

within the year.  The response rate was on average 56% which was slightly 
higher than last year.  The overall satisfaction rate for Business Support was 
100% sustaining similar results from last year. 
 
Three Business Support Modern Apprentices have been successful in gaining 
permanent employment within the Council.  The Service continues to support 
the apprenticeship scheme for Business Administration apprentices, 
employing 7 within the Service.  

 
3.17 Strategy and Policy – The Service has continued to provide policy and 

performance support and advice for internal and external colleagues 
throughout the reporting year.  Policy and performance analysis is also 
provided by the service across a wide range of service areas.  A number of 
major strategies, plans and policies have been developed by the service over 
the year with contributions made to many others.  A number of regular 
(annual) corporate reports have also been delivered over the reporting year.  

 
 Significant areas of work have included: 
 
 Strategies and Policies in 2016/17 
  
 Community Justice Outcomes Improvement Plan 2017/18 
 Clackmannanshire Mainstreaming Equalities Outcomes 2017/2020 

Equal Pay Statement and Policy 2017/2020 
Community Empowerment Act briefings and policies; 
Corporate Social Media Policy 
Business Planning Guidance 

  
 Analysis and Reviews in 2016/17 
 

Poverty Assessment for Clackmannanshire 
Social Services Scrutiny Review 
Scheme for Establishment for Community Councils 
Community Justice Strategic Assessment; Baseline Assessment and Needs 
Assessment 
Realigning Children’s Services Survey Data 
Children’s Services Initial Strategic Assessment 
Economic Baseline Report for City Deal 

 
 Corporate Reports in 2016/17 
 

Corporate Performance Report (Local Government Benchmarking Framework 
LGBF) 15/16  
Corporate Risk and External Audit Actions 15/16 
Corporate Plan Annual Report 15/16 
Single Outcome Agreement Annual Report 15/16 
Community Planning and Partner Reports for Scrutiny 15/16. 

  
4.0 Financial Performance 
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4.1. This element of the report is intended to complement Corporate reporting 
arrangements.  When considered in conjunction with the regular service 
performance reports, it is the aim that Elected Members will gain a greater 
understanding and awareness of Service activities, which in turn will facilitate 
more effective scrutiny and the maximisation of the use of resources.  

4.2. The undernoted table outlines the financial position as at end of March 2017 
comparing the actual expenditure for this period with the profiled budgeted 
expenditure.   

4.3.  

 Annual Budget 

£'000 

Final Outturn 

£'000 

Variance 

£'000 

Business Support 2,271 2,189 (82) 

Member Services 425 411 (14) 

Strategy & 
Performance 

1,429 1,388 (41) 

Customer Services 
& Libraries 

1,205 1,143 (62) 

Leisure Services 318 295 (23) 

Head of Strategy & 
Customer Services 

95 95 0 

TOTAL 5,743 5,521 (222) 

4.4. Overall, Strategy and Customer Services was underspent by £(222)K at the 
end of the financial year 2016/17. 

4.5. The variances, summarised in the table above, are mainly attributable to  
salary variations, which include secondments, maternity leave, long term 
absence, additional VS applications and time lapse to fill vacancies.   There 
have also been a number of smaller efficiencies and above forecast income 
for leisure and libraries.  . 

4.6. Progress with Savings - The Service has implemented approximately 85% of 
the £839K savings approved for 2016/17.  The deficit relates to a shortfall of 
£33K in Scottish Certificates income, and 5 invitations of TVR to staff that 
were subsequently declined. 

5.0 Business Performance 

5.1. Strategy and Customer Services performance contributes to the overall 
achievement of corporate priority outcomes, but is primarily focussed on;  

• Our communities are more cohesive and inclusive; and 
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• The Council is effective, efficient and recognised for excellence.  
 

6.0 Achievements 
 

6.1. Business Support – Childcare were heavily involved in moving nearly 10,000 
Childcare files from a store in Castle Street to suitable storage at Kilncraigs.  
This involved working closely with colleagues in IT and Kelliebank.   This has 
assisted the team in better access to the files and also allows greater time to 
sort through and protect this sensitive information in appropriate office 
conditions.  The work also ties in with the Records Management 
Plan/Retention Schedule. Business Support have also been leading within 
Building Standards to ensure that verifier status can be achieved which 
involved working with a supplier to set up appropriate recording measures. 

 
7.0 Opportunities, Challenges & Risks  

7.1. The service management team reviews risk on a regular basis.  The service 
risk register, which is recorded on the Covalent performance management 
system, is detailed within Appendix 1. 

 
8.0 Sustainability Implications 

8.1. There are no direct sustainability implications arising from this report. 

9.0 Resource Implications 

9.1. Financial Details 

9.2. The full financial implications of the recommendations are set out in the report.  
This includes a reference to full life cycle costs where 
appropriate.              Yes  

9.3. Finance have been consulted and have agreed the financial implications as 
set out in the report.              Yes  

9.4. Staffing 

9.5. There are no staffing implications associated with this report. 

10.0 Exempt Reports          

10.1. Is this report exempt?      Yes   (please detail the reasons for exemption below)   No  

10.0 Declarations 
 
The recommendations contained within this report support or implement our 
Corporate Priorities and Council Policies. 

(1) Our Priorities (Please double click on the check box ) 
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The area has a positive image and attracts people and businesses   
Our communities are more cohesive and inclusive  
People are better skilled, trained and ready for learning and employment  
Our communities are safer   
Vulnerable people and families are supported  
Substance misuse and its effects are reduced   
Health is improving and health inequalities are reducing   
The environment is protected and enhanced for all   
The Council is effective, efficient and recognised for excellence   

(2) Council Policies  (Please detail) 

11.0 Equalities Impact 

11.1 Have you undertaken the required equalities impact assessment to ensure 
that no groups are adversely affected by the recommendations?  
 Yes      No   not applicable. 

12.0 Legality 

12.1 It has been confirmed that in adopting the recommendations contained in this 
 report, the Council is acting within its legal powers.   Yes   
  

13.0 Appendices  

13.1 Please list any appendices attached to this report.  If there are no appendices, 
please state "none". 

 Appendix 1: Covalent Performance Report    

14.0 Background Papers  

14.1 Have you used other documents to compile your report?  (All documents must be 
kept available by the author for public inspection for four years from the date of meeting at 
which the report is considered)    

Yes   (please list the documents below)   No  
  
 
Strategy & Customer Services Business Plan 2016/17 

Author(s) 

NAME DESIGNATION TEL NO / EXTENSION 

Alison Bryce 

 

Business Support Manager 2433 
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Approved by 

NAME DESIGNATION SIGNATURE 

Stuart Crickmar Head of Strategy & Customer 
Services 

Elaine McPherson Chief Executive  
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1 

Strategy & Customer Services          

Business Plan 2016-17 Annual Report 
 
 
 
Key to symbols used in this report 
 
 
 
 

PIs ACTIONS RISKS 
Long Trend 

 
(Overall trend over longer term) 

Status 
Current Rating
Likelihood x Impact 

(1 - 5) 
Status 

 Performance has improved  Complete  Rating 16 and above 

 Performance has remained the same  In Progress  Rating 10 to 15  

 Performance has declined  Check Progress   Rating 9 and below 

 Overdue 

 
No comparison available - May be new 
indicator or data not yet available 

 Cancelled 

The likelihood of a risk occurring, and the impact if it does occur 
are each scored on a scale of 1 to 5, with 1 being the least likely 
or the least significant impact. Detailed guidance on scoring is 
provided in the Risk Management Policy and guidance. 
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2 

MCB1 Having Clear Policy Priorities  
 

2014/15 2015/16 2016/17 2016/17 2016/17 
Code Description 

Value Value Target Value Long 
Trend Note 

Lead 

SAP CL1 006 Local residents who feel Clackmannanshire 
has strong sense of community  

58% 60% 80% 49% 
 

The reasons for this marked downturn are not entirely clear 
at this time, though anecdotal reports suggest it seems to be 
in keeping with a general anxiety coming through in citizen 
surveys elsewhere. One school of thought is that increasing 
political and economic uncertainty could be having a knock 
on effect on residents’ general future outlook.  

Cherie Jarvie 

SAP CL1 007 Local residents who feel that they should be 
consulted more on how local services are 
delivered  

44% 40% 30% 49% 
 

Though we are continually improving and increasing our 
citizen engagement and consultation, there is an increased 
appetite and expectation of involvement (partly as a result of 
the Community Empowerment Act) beyond current 
resourcing, which has been impacted by a reduction in staff 
numbers. This is an area that the Council and all partners will 
need to address as part of strategic workforce planning.  

Cherie Jarvie 

SAP CL1 027 Local residents who state that they feel public 
agencies work well together in 
Clackmannanshire  

42% 42% 50% 34% 
 

As with the above, the reasons for the marked downturn this 
year are not entirely clear. There are multiple financial and 
demand pressures on all public agencies at present, 
however, this is an area that will need further consideration, 
particularly within the context of the developing LOIP.  

Cherie Jarvie 

SAP CL1 030 Overall satisfaction with opportunities for 
participating in local decision making  

35% 39% 50% 30% 
 

There is a growing expectation and appetite for greater 
participation in local decision-making. New methods of 
participatory budgeting were trialled this year, with some very 
successful, and others less so. These will have come too late 
in the year to make any significant impact on public 
perception.  

Cherie Jarvie 

 
 

Code ACTION By When Progress Status Latest Note Lead 
SCS 16 001 Support the Provost to plan & deliver a 

sustainable programme of civic events in 
2016/17 within budget  

31-Mar-2017 
 

Kirkin' Of the Council took place on 10th October at Sauchie and 
Fishcross United Church. The Council were represented at the 
Remembrance Service on 13th November organised by the Royal 
British Legion Scotland.  

Alison Bryce 

SCS 16 002 Provide support for election & referendum in 
2016/17  

31-Mar-2017 
 

Support was given to Elections Team for the ballot for Muckhart 
Community Council in October 2016. 

Alison Bryce 
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3 

 
Code ACTION By When Progress Status Latest Note Lead 

SCS 16 003 Support consultations on major priorities:  
. explaining MCB transformations to 
stakeholders  
. budget    
. significant corporate strategies  

31-Mar-2017 
 

A range of corporate consultations were carried out throughout 
2016/17 including the annual budget consultation and Putting 
Customers First consultation.  Furthermore consultations were 
carried out in relation to the new Tullibody Campus and in relation 
to significant corporate strategies.  

Cherie Jarvie 

SCS 16 004 Implement Community Justice Transition 
arrangements  

31-Mar-2017 
 

Community Justice Transition arrangements have been fully 
implemented in 2016/17, culminating in the approval of the Councils 
Community Justice Outcomes Improvement Plan which was 
approved by Council in March 2017. 

Cherie Jarvie 

SCS 16 005 Develop new Corporate Communications 
Strategy to support transitional priorities  

31-Mar-2017 
 

A draft corporate communications strategy has been developed, 
however, the head of service took the decision to delay finalisation 
to ensure alignment with the developing LOIP and refreshed 
Corporate Plan.  

Cherie Jarvie 

SCS 16 006 Refresh Single Outcome Agreement (LOIP) 
and consult and/or refine locality plans as per 
requirements of the CE Act 2015.  

31-Mar-2017 
 

The development of the new Local Outcome Improvement Plan 
(LOIP) and Locality Plans for Clackmannanshire progressing in line 
with the approach agreed by the Clackmannanshire Alliance 
Executive Group in late 2016.  This has included undertaking a 
poverty assessment; stakeholder engagement and stakeholder 
consultation.  The final LOIP and Locality Plans will be approved in 
September 2017 in line with the Statutory deadline.  

Cherie Jarvie 

SCS 16 009 Implement Year 2 Gaelic language plan 
actions  

31-Mar-2017 
 

The service has responsibility for delivering corporate actions 
contained in the Gaelic Language Plan. We are progressing 
corporate actions - many on a new/replacement basis, and a 
number of actions have been achieved through wider Equalities and 
Diversity implementation. Whilst progress is being achieved, there 
has been some slippage as a result of workload capacity and 
competing priorities.  

Cherie Jarvie 

SCS 16 010 Report annual reviews as part of corporate 
Public Performance Reporting Framework  

28-Feb-2017 
 

Completed as per updates below.  Cherie Jarvie 

 
 Code Sub-Action By When Progress Status Latest Note Lead 

 SCS 16 010-1 SOA  31-Dec-2016 
 

SOA Annual Report was approved by committee in March 
2017.  

Cherie Jarvie 

 SCS 16 010-2 Local Government Benchmarking 
Framework  

28-Feb-2017 
 

Local Government Benchmarking Framework annual report 
was approved by Committee in March 2017. 

Cherie Jarvie 
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4 

 
Code ACTION By When Progress Status Latest Note Lead 

SCS 16 012 Develop new Leisure Strategy, in partnership 
with Education Services  

31-Dec-2016 
 

A new Sport and Active Living Strategy is being developed by 
Clackmannanshire Council and its partners, including Sports 
Scotland. The work has been rescheduled into 2017/18 to tie-in with 
budget consideration in regard of affordability and the new 
Administration’s strategic priorities. 

Brian Forbes 

   
 MCB2 Increasing Income & Savings  
 

2014/15 2015/16 2016/17 2016/17 2016/17 
Code Description 

Value Value Target Value Long 
Trend Note 

Lead 

BUS AB1 GOV Average FTE Days Sickness Absence 
(Business Support)  

8.83 12.54 7 11.53 
 

There was an overall improvement on the annual figure from 
the previous year.  Absence Management procedures 
continued to be adhered to and support given to staff on 
long-term sickness to facilitate return to work. 

Alison Bryce 

CUS AB1 GOV Average FTE Days Sickness Absence 
(Customer Services)  

18.13 11.22 8 11.33 
 

A small number of long term absences have affected overall 
performance figures. Absence management is being 
routinely monitored, challenged and discussed at 1-1s and 
team meetings.  

Brian Forbes 

SAP AB1 GOV Average FTE Days Sickness Absence 
(Strategy & Performance)  

8.93 3.88 8 12.34 
 

A small number of complex long-term absence cases has 
had a marked impact on performance overall. Considerable 
support has been provided, and most are now resolved or 
close to resolution.  

Cherie Jarvie 

SCS AB1 GOV Average FTE Days Sickness Absence 
(Strategy & Customer Services)  

11.3 10.62 8 11.59 
 

Close managerial attention is paid to attendance 
management within the service. This has paid dividends in 
that the service continues to have some of the lowest 
absence management rates in the Council. We have seen a 
modest deterioration in performance this year, mainly as a 
result of a number challenging long-term cases. As these are 
resolved, there is some confidence that underlying 
improvements in short term absence will result in a 
performance upturn in due course.  

Alison Bryce; 
Stuart Crickmar; 

Brian Forbes; 
Cherie Jarvie 

SCS SCS BUD Budget savings (£000)  310.00 220.00 898.00 898.00
 

Savings achieved.  Alison Bryce; 
Brian Forbes; 
Cherie Jarvie 
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5 

 
Code ACTION By When Progress Status Latest Note Lead 

SCS 16 013 Ensure robust deployment of approved 
Leisure price increases as agreed by Council 
so that principles of full cost recovery and 
transparency of any subsidies are upheld  

31-Mar-2017 
 

New prices implemented from 1 April 2016. Brian Forbes 

SCS 16 014 Increase income levels from Scottish 
Certificates replacement certificate service  

31-Mar-2017 
 

Income for FY 2016/17 was £151k - compared to £177k in FY 
2015/16. Scottish Certificates is coming up against increasing 
competition from other suppliers. Action is being taken to try and re-
dress this downturn, for example a new same-day ordering priority 
service has been introduced to help increase take-up and income. 

Brian Forbes 

SCS 16 015 Deliver a programme of approved budget 
savings  

31-Mar-2017 
 

85% of savings have been  achieved.  Unachievable savings are 
largely due to TVR rejections and, to a lesser extent, less than 
predicted income for Scottish Certificates.  Whilst there is little we 
can do about TVR rejections, a marketing plan is being developed 
to improve certificates income. 

Alison Bryce; 
Stuart 

Crickmar; 
Brian Forbes; 
Cherie Jarvie 
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MCB3 Making Efficiencies  
 

2014/15 2015/16 2016/17 2016/17 2016/17 
Code Description 

Value Value Target Value Long 
Trend Note 

Lead 

SCS FOI GOV % FOI enquiries responded to within 
timescale - Strategy & Customer Services  

97.1% 90.6% 100.0% 93.3% 
 

42 out of 45 FOIs were responded to on time. We will 
continue to monitor response timescales and identify any 
reasons for delays.  

Brian Forbes 

BUS BUS 002 Customer satisfaction with overall experience 
of Business Support  

100.0% 99.7% 95.0% 100.0%
 

Seven surveys were conducted throughout the year. The 
satisfaction with Business Support was 100%. This was an 
improvement by 0.3% from last year.  

Alison Bryce 

CUS CAP 001 Satisfaction with overall experience of 
Community Access Points  

98.5% 98.7% 99.0% 99.1% 
 

Very high levels of satisfaction achieved in 2016/17. Brian Forbes 

CUS CTC 003 Satisfaction with overall experience of the 
Contact Centre  

89.8% 97.6% 98.0% 96.7% 
 

Very high levels of satisfaction achieved in 2016/17.  Brian Forbes 

CUS LIB 005 % of population who regularly use the library 
(based on recorded footfall)  

8.90% 7.90% 8.00% 7.80% 
 

The number of active borrowers has remained fairly static 
throughout the year (circa 8% of population). This indicator 
will be replaced by a new indicator in 2017/18 measuring 
total usage of Community Hubs and not simply book 
borrowing.  

Brian Forbes 

SCS C01 CUS Number of formal complaints received by 
Strategy & Customer Services  

12 17 9 18 
 

18 complaints received in 2016/17 compared to 17 in the 
previous year.  Target was not met, but service continues to 
welcome comments and complaints as a means to improve 
service. 

Brian Forbes 

SCS C03 CUS % formal complaints dealt with by Strategy & 
Customer Services that were upheld/partially 
upheld  

92% 76.47% 50% 56.25%
 

9 out of 16 complaints were upheld/partially upheld. 
Conversely 43.8% were not upheld.  

Brian Forbes 

SCS C10 CUS Percentage of formal complaints closed within 
timescale during period - Strategy & 
Customer Services  

  100% 93.75%
 

15 out of 16 complaints were responded to within timescale. Brian Forbes 

SCS CNQ BUS % of Councillor Enquiries dealt with by 
Strategy & Customer Services within 
timescale  

72.6% 100.0% 100.0% 50.0% 
 

We have fallen considerably short of our target this year. 
Other than general resourcing constraints, it is not clear why 
performance has not met expected standards. Closer 
monitoring is being instigated.  

Stuart Crickmar 

SCS MPQ BUS Percentage of MP/MSP enquiries dealt with 
by Strategy & Customer Services within 
timescale  

55.5% 75.0% 100.0% 100.0%
 

All enquiries dealt within timescale Alison Bryce; 
Stuart Crickmar 
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Code ACTION By When Progress Status Latest Note Lead 
SCS 16 016 Strategy & Customer Services will 

demonstrate high standards of people 
management  

31-Mar-2017 
 

Regular team meetings are held across all areas of Strategy & 
Customer Services. Line managers have been tasked with ensuring 
all PRDs are completed timeously, regular 1-1s are carried out and 
support and guidance provided to staff, where required. Council and 
Service updates are communicated via 1-1s and through the 
Council's agreed cascade process. HR advisers regularly attend 
Management Meetings and Team Meetings, as well as meeting 
Service Managers on a regular basis. 

Alison Bryce; 
Stuart 

Crickmar; 
Brian Forbes; 
Cherie Jarvie 

 
 Code Sub-Action By When Progress Status Latest Note Lead 

 

SCS 16 016-1 Develop, with staff involvement, clear service 
L&D priorities linked to objectives, risk and 
opportunities  

31-Aug-2016 
 

The service developed clear Learning and Development 
priorities through completion of PRDs and training needs 
analysis.  Service bids were submitted and approved by CMT. 

Alison Bryce; 
Stuart 
Crickmar; 
Brian Forbes; 
Cherie Jarvie 

 

SCS 16 016-2 Sample assess 10% PRDs to ensure all are 
done and high standards are maintained  

31-Aug-2016 
 

Sample of 10% of PRDs has been undertaken.  
 
  

Alison Bryce; 
Stuart 
Crickmar; 
Brian Forbes; 
Cherie Jarvie 

 
Code ACTION By When Progress Status Latest Note Lead 

SCS 16 017 Ensure that Strategy & Customer Services 
operates to very highest standards of 
Governance  

31-Mar-2017 
 

Completed as per updates below.  Alison Bryce; 
Brian Forbes; 
Cherie Jarvie 

 
 Code Sub-Action By When Progress Status Latest Note Lead 

 
SCS 16 017-1 Complete review of service information and 

records management, including data security 
and anti-fraud processes & improve staff 
awareness & development  

31-Oct-2016 
 

The Service have reviewed records and continue as an on-
going process to e-destroy files in line with the Records 
Management Policy. The service continues to work in line 
with agreed corporate actions.  

Alison Bryce; 
Brian Forbes; 
Cherie Jarvie 

 
SCS 16 017-2 Complete detailed workforce planning 

exercise as part of corporate arrangements  
30-Jun-2016 

 
Complete and being implemented.  Alison Bryce; 

Brian Forbes; 
Cherie Jarvie 
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SCS 16 017-3 Ensure full deployment of H&S policy and 
procedures  

30-Jun-2016 
 

Health and Safety including risk assessments are discussed 
at monthly Service Development Meetings. Risk Assessments 
are reviewed on a regular basis ensuring staff are aware of 
these. Customer Services undertakes an annual programme 
of health and safety audits in each building it operates. This is 
an ongoing process however, and further review of other 
aspects of policy compliance in this area are required.  

Alison Bryce; 
Brian Forbes; 
Cherie Jarvie 

 

SCS 16 017-4 Review corporate deployment of Equality & 
Diversity approaches  

31-Oct-2016 
 

The Councils responsibilities under the Public Sector Duties 
have been implemented in line with the statutory guidelines 
and deadlines.  The Mainstream Report and new set out 
Equality Outcomes for 2017/2020 was approved by 
Clackmannanshire Council in March 2017.   

Cherie Jarvie 

 

SCS 16 017-5 Review corporate Community Engagement 
approaches in light of the CE Act and hubs 
development  

31-Dec-2016 
 

This action relates to the review of community engagement 
approaches in light of implementation of the Community 
Empowerment Act.  The service has prepared a number of 
briefings; policies and approaches in line with national 
statutory guidance on key elements of the Community 
Empowerment Act particularly those which have come into 
force throughout 2016/17.  These have included LOIP and 
Locality Plans preparations; Asset Transfer and Participation 
Requests.  A Participatory Budgeting pilot project was also 
held during the reporting year in line with expectations under 
Participation in Public Decision Making regulations expected 
later this year.  

Cherie Jarvie 

 

SCS 16 017-6 Deploy robust service approaches to project 
management  

31-Mar-2017 
 

The service provided programme support for the Corporate 
Change programme throughout the reporting year.  Training 
on programme management was provided to key staff in the 
service and project documentation was reviewed and updated 
where appropriate.   

Cherie Jarvie 

 

SCS 16 017-7 Ensure deployment of the corporate Prevent 
delivery plan  

31-Mar-2017 
 

Progress has been achieved in relation to Prevent in the 
reporting year, although a rolling programme of work is 
necessary in order to respond to staff changes and new areas 
of national advice and guidance in relation to Counter 
Terrorism.  The Service continues to provide the lead in 
Prevent and is part of multi-agency regional and local forums 
on Contest/Prevent.  Throughout the reporting year good 
progress has been made in raising awareness of Prevent and 
Counter Terrorism through delivery of a Prevent E-Learning 
Course and delivery of WRAP.  Run Hide Tell has also been 
rolled out for all staff.   
 

Stuart 
Crickmar 
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A number of security briefings and cascades have been 
prepared for all Council staff with further information about 
general security.  

 

SCS 16 017-8 Ensure deployment of the corporate Serious 
Organised Crime delivery plan  

31-Mar-2017 
 

In line with national guidance on Serious Organised Crime a 
Risk Checklist has been completed in Clackmannanshire 
which informs our planned activity under this strand. 
 
A risk and integrity forum has been established to co-ordinate 
delivery of the serious organised crime action plan. 
 
A number of security briefings, cascades and training 
sessions have been delivered for staff in relation to serious 
and organised crime.  

Stuart 
Crickmar 

 
Code ACTION By When Progress Status Latest Note Lead 

SCS 16 018 Secure corporate approval on a sustainable 
improvement framework  

30-Jun-2016 
 

Agreement reached with CMT on annual corporate PSIF, supported 
by service and corporate AGS approach.  

Stuart 
Crickmar 

SCS 16 019 Transform CAP/Leisure service provision in 
Clackmannanshire as per the approved Year 
1 Community Investment Programme  

31-Mar-2017 
 

Work commenced on the development of community hubs in Alva 
Primary School, Sauchie Hall and Clackmannan CAP, but has been 
rescheduled into 2017/18 to tie-in with the new Administration’s 
strategic priorities and agreed Capital Budget for 2017/18.  

Stuart 
Crickmar 

SCS 16 020 Implement Service workforce planning 
review to ensure sustainable service 
provision  

31-Dec-2016 
 

Complete.  Stuart 
Crickmar 

SCS 16 021 Implement Council aspects of approved 
action plan from Partners for Change 
approach to enable 3rd sector integration 
with concept of integrated public services in 
Clackmannanshire  

31-Dec-2016 
 

Mostly complete. A few actions remain ongoing in partnership with 
CTSI, with the intention of seeing the full workplan through to 
completion.  

Stuart 
Crickmar 

SCS 16 022 Transform arrangements for storage and 
presentation of Council Archives & Local 
Collections in Lesser Speirs Hall  

31-Oct-2016 
 

Project implementation delayed until late 2017 to enable the Lesser 
Hall to be used to host the Great Tapestry of Scotland.  
Contractor to install modern compact shelving for local archives 
from October 2017.  

Brian Forbes 

 
  
 

315



10 

Service Risk Register 2016-17   
 

ID & Title SCS SRR 
006 Loss of key skills, knowledge or capacity Approach Treat Status  Managed By 

Alison Bryce; 
Stuart Crickmar; 
Brian Forbes; 
Cherie Jarvie; 
Training Login 18

Current Rating 16 Target Rating 8 

Description Loss of key skills, knowledge or capacity due to contraction of service and staff base  
Potential 
Effect Decline in service provision; tasks not delivered; decline in staff moral; customer dissatisfaction  

Related 
Actions SCS 17 16 Project manage approved Year 1 hubs programme as per 

Community Investment Programme  
Internal 
Controls Workforce Planning Process 

  

Latest Note 
Remains a high risk due to staff leaving on TVR, VS and through retirement. We continue to deploy our workforce plans and endeavour to ensure skill transfer as much as 
possible. The extent of the reductions are such that capacity is inevitably affected, particularly where we experience extended staff absence. This requires ongoing review and 
adjustment of plans, progress and priorities.  

 
ID & Title SCS SRR 

002 
Community engagement/communications 
failures Approach Treat Status  Managed By Cherie Jarvie Current Rating 12 Target Rating 6 

Description Community engagement/communications failures  

Potential 
Effect 

Breakdown in trust  
Lack of buy-in  
Decisions not aligned with community aspiration  
Reputational damage  
Loss of confidence  

SCS 17 05 Develop new Corporate Communications Strategy to support 
transitional priorities  Community Engagement ProcessRelated 

Actions 
    

Internal 
Controls 

Single Outcome Agreement 

  

Latest Note 

We have deployed Citizen Space for engaging/consulting with communities and have developed a consultation toolkit for staff to help improve consistency in consultation activity. 
We continue to develop mechanisms for consulting/engaging with customers however evidence suggests that we have some way to go with this. We have implemented face to 
face engagement through Community Councils and continue to focus our engagement efforts through Communtiy Councils and Tenants and Residents Federations. We have 
put in place approaches to deploy our responsibilities under the Community Empowerment Act and are meeting our requirements of those parts which are now in force.  
We continue to consult widely with communities on all major policies, strategies and decisions and have good working relationships with CTSI who assist with community 
engagement and communication.  
This risk was increased in score as a result of fewer resources available to support increasing expectations.  
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ID & Title SCS SRR 
007 

Failure to ensure effective partnership 
working Approach Treat Status  Managed By Cherie Jarvie Current Rating 12 Target Rating 6 

Description Failure to ensure effective partnership working to support Community Planning  

Potential 
Effect 

SOA objectives not met  
Breakdown in trust and reputational damage  
Loss of confidence  
Lack of joined up services and budget savings not met  

SCS 17 06 
Develop and publish a Local Outcomes Improvement Plan (LOIP) 
for Clackmannanshire and Locality Plans for Clackmannanshire in 
line with the CEA Act.  

Community Engagement ProcessRelated 
Actions 

    

Internal 
Controls 

Single Outcome Agreement 

  

Latest Note 

A review of governance has taken place with a new CPP Board meeting for the first time in March 2016.  The Board is supported by the Alliance Executive Group which meets 
on a quarterly basis.  The Memorandum of Understanding  was updated in March 2016 to reflect the governance changes. 
 
Furthermore the CPP Executive Group developed guidance and priorities for each partnership team for 16/17.  Detailed Action Plans for each partnership have now been 
received and approved by the Alliance Board. 

 

ID & Title SCS SRR 
004 Failure to meet required budget savings Approach   Status  Managed By 

Alison Bryce; 
Stuart Crickmar; 
Brian Forbes; 
Cherie Jarvie; 
Training Login 18

Current Rating 12 Target Rating 4 

Description Failure to meet required budget savings  
Potential 
Effect Financial loss; Reputational damage  

Related 
Actions SCS 17 13 Deliver a programme of approved budget savings  Internal 

Controls 
Budget Challenge & Financial 
Monitoring 

  
Latest Note The service did not meet the full savings target due to lower than anticipated uptake in TVR and lower than predicted income levels within the Scottish Certificates initiative.  
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