
CLACKMANNANSHIRE COUNCIL 

Report to:  Scrutiny Committee 

 Date of Meeting: 21December, 2017 

Subject:  Strategy and Customer Services: Six Monthly 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 April-September 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 Pentana performance management 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: 

 Fly the Red Ensign for Merchant Navy Day on 1st September and Kirkin’ Of 
the Council on 8th October. 

3.3 Local Offices and Speirs Centre - The service continues to deliver a 
programme of local events with partner organisations, including weekly 
Bookbug sessions, author events, Summer Reading Challenge, summer 
events on behalf of Alloa BID’s and regular visits by primary schools.  It also 
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ITEM 10 

ON THE AGENDA 
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supported a range of community-led events and activities, including Tillicoultry 
Community Week in August 2017.   
 

3.4 Great Tapestry of Scotland - The service worked jointly with CTSI to organise 
the hosting of the Great Tapestry of Scotland held in the Speirs Centre from 
June until late August 2017.  This event showcased over 140 embroidered 
panels and provided a great day out for visitors from Clackmannanshire and 
beyond.  It is expected that exhibition will have increased awareness of 
Clackmannanshire’s rich textile history. 

 
3.5  Local Archives – The public archives and local history service moved into 

more modern facilities in the Speirs Centre in October 2017.  This service will 
be actively promoted in the next few months to encourage wider access and 
community use. 

3.6 Community Planning – A number of key work streams were progressed during 
this period, including consultation and agreement on the Local Outcome 
Improvement Plan 2017-17 (LOIP) and associated Locality Plans for 
Clackmannanshire. In respect of other aspects of the Community 
Empowerment (Scotland) Act 2015, for example, Asset Transfer and 
Participation Requests, 3 Expressions of Interest for asset transfer were 
received during this period from community groups. A liaison officer was 
appointed to support groups seeking to develop full applications.  

 Significant developments continue within the context of Community Justice 
Transition following Clackmannanshire Alliance assuming responsibility for 
Community Justice on the 1st April 2017.  Key activities progressed as part of 
the Community Justice Outcome Plan included preparations for a major 
conference, Resilience in the Face of Adversity, continuing work with schools 
and further development of the Community Justice Ambassadors programme.  

 The Clackmannanshire Violence Against Women Partnership is progressing a 
new strategy for Clackmannanshire in line with the Governments Equally Safe 
strategy and our Local Outcome Improvement Plan.  The Improvement 
Service has assisted with this work and also in revising our partnership 
membership and governance arrangements.   

 The service has supported the development of a Sport and Active Living 
Framework for Clackmannanshire in partnership with Sports Scotland.  The 
work to date has involved bringing together a range of stakeholders and 
partners to develop a set of strategic priorities for Clackmannanshire 
recognising the potential impact of sport and active living on addressing 
poverty and inequality.  The developing framework will be closely aligned with 
the Local Outcome Improvement Plan for Clackmannanshire.  

3.10 Community Consultation & Engagement - The service has continued to 
provide support for consultation and engagement throughout the reporting 
period.  These included consultation on the LOIP and Children’s Services 
Plan.   

 Third Sector – we continued to support, monitor and advise Third Sector 
organisations receiving funding from the Council.  We also continued to 
provide liaison and support to Community Councils in Clackmannanshire. This 
support includes skills and capacity building and also support to develop or 
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review local community development plans.  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. 

3.11  Counter Extremism and Serious and Organised Crime – We continue to 
provide corporate support for the Prevent (Counter Terrorism) and Serious 
Organised Crime strategies through the required Single Point of Contact 
approach. Following the launch of a Prevent E-learning course, providing a 
basic awareness of Prevent counter extremism statutory duties for staff, 
progress is being made on a organisation-wide rollout, as well as delivering 
the more detailed WRAP training to staff who work with vulnerable people.  
The council continues to input as a member of the Forth Valley multi-agency 
Counter Terrorism (CONTEST) strategy group.  

 An internal Risk and Integrity forum has been established to oversee the 
Council’s Serious and Organised Crime action plan.  Officers continue to work 
with Police Scotland advisors in respect of implementation of the Serious and 
Organised Crime action plan.    

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

communications support, including media and social media; web and intranet; 
design and print.  On external communications the early months of the period 
were dominated by the snap General Election and Local Government Election 
with publicity on voting registration, voting information, and real time results 
published on social media live from both counts.  

 
The Council’s corporate logo was changed in line with the Gaelic Language 
Plan during this period. The update logo coincided with the change in the 
Council web address, at the request of the Cabinet Office, to 
www.clacks.gov.uk. The new logo has been rolled out across all corporate 
publications including the letterhead Word templates, corporate PowerPoint 
template and across all new Council publications. It is being introduced on 
buildings, signage and vehicles as and when they are being refurbished or 
replaced.  
 
The Council’s intranet CONNECT was upgraded to the latest software 
version; the Council website’s content management system was updated and 
a range of improvements were made to the Scottish Certificates website to 
improve the customer experience.  Over the summer, an Orange Walk and 
changes to the school bus timetables required significant support from the 
Communications team. Other major communications campaigns included a 
foster care recruitment campaign held in autumn 2017, while internally a 
Health and Safety campaign targeted at improving staff awareness and 
ultimately improved outcomes. The Mainstreaming Equalities Report, Local 
Outcomes Improvement Plan and the Children’s Services Plan were designed 
and published in this period. Regular editions of the staff magazine Grapevine 
were published throughout and work began on the new, refocussed annual 
residents’ publication, Clackmannanshire Focus.  Customer feedback remains 
largely positive.  
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3.13 Income Management System (Parentpay)  - The Income Management 
System (ParentPay) was introduced in November 2015 within the three 
Secondary Schools  Usage and income are recorded below specifically for the 
period April to September including types of payments and uptake.  There has 
been an increase in the number of accounts created in this period which is in 
line with the shift to digital and promotion within the P7/S1 induction process. 
 
Lornshill Academy 

 Trips     £19,450.08 
School Meals    £49,188.06 
Tech/Hospitality   £  3,662.00  TOTAL £72,300.14 

 A total of 509 active accounts set up out of possible 1006 parents/carers 
which equates to 51% usage of ParentPay.  This is an increase of 10% on 
previously reported figures.  The total income has decreased which is related 
to there being fewer large school trips during this period. 

 Alva Academy  

  
Trips     £21,775.00 
School Meals    £48,938.49 
Tech/Hospitality/Other  £ 14,051.50  TOTAL £84,764.99 

 A total of 594 parents/carers active accounts are set up out of a possible 848 
parents/carers, this equates to 70.5% usage of ParentPay.  This is an 
increase of 6% on previously reported figures. 

  Alloa Academy 

  
Trips/Tech/Hospitality  £38,074.50 
School Meals    £10,306.21 
Other     £3,278.00  TOTAL £51,658.71 
           
A total of 394 active accounts set up out of possible 685 parents/carers which 
equates to 57.5% usage of ParentPay.  This is an increase of 15% on 
previously reported figures.  There has been a slight decrease in income for 
school meals, but higher income for trips etc. 
 

3.15 Emergency Planning – In liaison with the Local Resilience Partnership and 
Regional Resilience Partnership, a number of training events for managers 
was organised to ensure a national level of input and competence. Specific 
events were held throughout Forth Valley allowing cross-organisational 
learning.   
 
Following national liaison and networking, our Graduated Security Plan 
(GraSP) has evolved and will result in enhanced security arrangements for 
our buildings. Local Training has included Senior Management and Head 
Teachers.  
 
Following the tragedy at the Jim Clark Rally, the COSLA good practice 
guidance to adopt an event Safety Advisory Group has been actioned with 
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selected events having been the subject of this multi-agency planning 
approach.  Further training with community groups will in time expand this 
remit.  

 A major review of Rest Centre capacity is under way that will lead to improved 
capability to respond in a 'Care for People' situation or indeed if needed to 
provide mutual support to neighbouring authorities.   

 Strategy, Policy and Improvement - The Service has continued to provide 
policy and performance support and advice for internal and external 
colleagues over the reporting period.  Policy and performance analysis is also 
provided by the service across a wide range of service areas and projects 
including City Deal.  A number of major strategies, plans and policies have 
been developed by the service over the reporting period with contributions 
made to many others.  The service retains a focus on business improvement 
activity and over this reporting period the service has supported a corporate 
wide improvement framework, supported the recent Best Value audit and 
provided direct support to Council services on improving business processes. 

 
3.16 Business Support: - Three Business Support Modern Apprentices have been 

successful in gaining permanent employment following completion of their 
SVQ3 certificate - two within Clackmannanshire Council.  The Service 
continues to support the apprenticeship scheme for Business Administration 
apprentices, employing 7 within the Service.  
 
Three customer surveys were undertaken within this period.  The overall 
satisfaction rate was 98%.  Further improvements are being undertaken on 
training on Council systems. 

 
  
4.0 Financial Performance 

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 August 2017 
comparing the annual budget with the forecasted position at the year end.   

4.3.  

 Annual Budget 

£'000 

Annual Forecast 

£'000 

Variance 

£'000 

Business Support 2,206 2,233 27 

Member Services 426 430 4 

Strategy & 
Performance 

1,243 1,274 31 
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 Annual Budget 

£'000 

Annual Forecast 

£'000 

Variance 

£'000 

Customer Services  1,539 1,466 (73) 

Head of Strategy & 
Customer Services 

96 96 0 

TOTAL 5510 5,499 (11) 

4.4. Overall, at the end of Q2, Strategy and Customer Services is forecasting an 
£11k underspend at the end of the financial year 2017/18. 

4.5. The variances, summarised in the table above, are mainly attributable to  
salary variations, which include secondments, maternity leave, long term 
absence and time lapse to fill vacancies.   There is also a variance in 
Business Support due to re-charges and misalignment in the budget relating 
to Fleet Services. 

4.6. Progress with Savings - The Service is forecasting achievement of 80% of the 
£206K savings approved for 2017/18.  The shortfall is in relation to reduced 
income from Scottish Certificates. 

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 

 The Council is effective, efficient and recognised for excellence.  
 

6.0 Achievements 
 

6.1. The Business Support Education Team have worked together to ensure files 
are scanned to meet the guidelines from the Records Management Plan and 
Data Protection legislation.  This has also freed up a large amount of office 
space. 

 
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 
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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 ) 

Clackmannanshire will be attractive to businesses & people and  
ensure fair opportunities for all   

Our families; children and young people will have the best possible 
start in life   
Women and girls will be confident and aspirational, and achieve 
their full potential   
Our communities will be resilient and empowered so 
that they can thrive and flourish   
 

(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  

139



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 2017/18 

Author(s) 

NAME DESIGNATION TEL NO / EXTENSION 

Alison Bryce 

 

Business Support Manager 2433 

 

Approved by 

NAME DESIGNATION SIGNATURE 

Stuart Crickmar Head of Strategy & Customer 
Services 

Elaine McPherson Chief Executive  
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1 

Strategy & Customer Services         APPENDIX 1 

Business Plan 2017-18  

Progress Report – half year to end September 2017 
 
 
 
Key to symbols used in this report 
 
 

PIs ACTIONS RISKS 

Short Trend 
Compares this quarter's performance with last quarter 

Expected Outcome 
Manager assessment 

Current Rating 
Likelihood x Impact 

(1 - 5) 
Status 

 Performance has improved  Already complete 

 

 Rating 16 and above 

 Performance has remained the same  Meet target/complete within target dates  Rating 10 to 15  

 Performance has declined  Will complete, but outwith target  Rating 9 and below 

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

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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MCB1 Having Clear Policy Priorities  

Covalent Code ACTION By When Progress Expected 
Outcome Latest Note Lead 

SCS 17 01 Support the Provost to plan & deliver a 
sustainable programme of civic events in 
2017/18 within approved budget  

31-Mar-2018   

Support given to organisation of Fly the Ensign on 1st September, 
attended by Elected Members and Lord Lieutenant.  Kirkin’ of the 
Council took place on 7th October at Tillicoultry Parish Church. 

Alison Bryce 

SCS 17 02 Provide support for the Local Government 
election May 2017 and delivery of Elected 
Member Induction Programme and Training, 
and the General Election, June 2017  

31-Aug-2017   

Support given for the Local Government Elections and also 
provision of Elected Member training thereafter.  All delivered on 
target with positive feedback. 

Alison Bryce 

SCS 17 03 Support consultations on major priorities:  
. explaining  transformations to stakeholders  
. budget . significant corporate strategies  

31-Mar-2018   

Significant activity to support the budget consultation is ongoing.  
Other significant consultation over the reporting period has related 
to the Local Outcome Improvement Plan 2017/27. 

Cherie Jarvie 

SCS 17 04 Implement Community Justice Transition 
arrangements including a new 5 year plan for 
Community Justice in Clackmannanshire.  

31-Mar-2018   

We have made significant progress in delivering our one year 
transition plan for Community Justice in Clackmannanshire.  
Feedback from Community Justice Scotland has been positive, and 
we will publish an annual report in 2018.  Progress is being made to 
prepare a new 5 year Community Justice Outcomes Improvement 
Plan for Clackmannanshire which will be in place by the end of 
March 2017.   

Cherie Jarvie 

SCS 17 05 Develop new Corporate Communications 
Strategy to support transitional priorities  31-Mar-2018   

The Corporate Communications Strategy has been delayed to 
phase with the new Corporate Plan once it has been approved by 
Council. 

Cherie Jarvie 

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.  

01-Oct-2017   

The Local Outcomes Improvement Plan (LOIP) has been published 
– the plan sets out the vision of Clackmannanshire Alliance for the 
next 10 years.  A central theme of the LOIP is a joint commitment to 
tackling the inequalities that exist in Clackmannanshire as a result 
of poverty and socio-economic disadvantage. 

Cherie Jarvie 

SCS 17 07 Revise the Gaelic Language Plan for 
Clackmannanshire.  31-Mar-2019   

This work is currently being de-prioritised to enable focus on other 
priorities. 

Cherie Jarvie 

SCS 17 08 Following appointment of a new 
Administration, support the development of a 
corporate plan  01-Oct-2017   

An advanced  draft has been developed in line with the newly 
approved LOIP priorities, however, further consultative work is 
required to ensure alignment with ongoing  budget and wider 
organisational design processes.   

Stuart 
Crickmar 
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Covalent Code ACTION By When Progress Expected 
Outcome Latest Note Lead 

SCS 17 09 Report annual reviews as part of corporate 
Public Performance Reporting Framework 
new Corporate Plan  

28-Feb-2018   

Work progressing in line with deadlines set out in the plan.   Cherie Jarvie 

 
 Code Sub-Action By When Progress Expected 

Outcome Latest Note Lead 

 SCS 17 09-01 SOA  28-Feb-2018   Annual Review will be presented to Council in early 2018 Cherie Jarvie 

 SCS 17 09-02 Local Government Benchmarking 
Framework  28-Feb-2018   

Annual Review will be presented to Council in early 2018. Cherie Jarvie 

 
Covalent Code ACTION By When Progress Expected 

Outcome Latest Note Lead 

SCS 17 10 Develop a strategic position statement for 
Leisure, in partnership with Education 
Services  31-Oct-2017   

Significant progress has been made in this area, however, this is 
delayed to enable completion of workshops supported by 
sportscotland that will enable a Sports and Active Living Framework 
for Clackmannanshire.  This work will form the backbone of the 
future strategic positioning of leisure. 

Brian Forbes 
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MCB2 Increasing Income & Savings  
 

Code Description 
2014/15 2015/16 2016/17 2017/18 Q2 

2017/18 Q2 2017/18 
Lead 

Value Value Value Target Value Note 
BUS AB2 GOV % Sickness Absence (Business Support)     3.71% 3.42% There is a slight reduction in absence on same period last 

year and currently within target. The Service continues to 
adhere to the Maximising Attendance Policy in order 
support staff back to work. 

Alison Bryce 

CUS AB2 GOV % Sickness Absence (Customer Services)     3.71% 2.77% There is a reduction in absence on the same period as 
last year. 

Brian Forbes 

SAP AB2 GOV % Sickness Absence (Strategy & 
Performance)  

   3.71% 7.78% There is an increase in absence on the same period last 
year due to two long term absences within a small team.  
It is predicted absence should now improve as the long 
term absence cases have been resolved. 

Cherie Jarvie 

SCS AB2 GOV % Sickness absence (Strategy & Customer 
Services) 

4.29% 4.41% 4.27% 3.71% 3.59% With a further long term absence case resolved, 
performance continued on a positive trajectory in 
September, bringing a favourable outturn for the Q2 
target. At this stage, we are forecasting a continued 
improvement in the long-term outlook.  
  
Intelligence flagged up concerns with short term 
absenteeism in one area. This has been responded to 
robustly in an endeavour to prevent further occurrence. 
As we enter the winter period, short term absences 
traditionally increase. A briefing was held in late 
September with service supervisors to reinforce the need 
for proactive management in an effort to continue to 
make positive progress in reducing absenteeism. 
Absence continues to be a high priority for supervision 
agendas.  

Stuart Crickmar 

SCS SCS BUD Budget savings (£000)  310.00 220.00 898.00 266.00 266.00 Forecast is that savings will be delivered in full. Alison Bryce; 
Brian Forbes; 
Cherie Jarvie 
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5 

 
Covalent Code ACTION By When Progress Expected 

Outcome Latest Note Lead 

SCS 17 11 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-2018 100%  

Leisure pricing has been updated and deployed in order to recover 
full costs. Complete. 

Brian Forbes 

SCS 17 12 Increase income levels from Scottish 
Certificates replacement certificate service  

31-Mar-2018   

Although significant income is still derived from this market, we do 
not anticipate an increase in income this year.  We continue to 
shore up market share with a range of marketing activities that have 
been devised working in partnership with students from Stirling 
University. 

Brian Forbes 

 
 
MCB3 Making Efficiencies  
 

Code Description 
2014/15 2015/16 2016/17 2017/18 Q2 

2017/18 Q2 2017/18 
Lead 

Value Value Value Target Value Note 
BUS BUS 002 Customer satisfaction with overall experience 

of Business Support  
100.0% 99.7% 100.0% 100.0% 87.0% One survey undertaken in Education and Secondary 

Schools.  66% response rate which was an improvement 
on previous year.  However, a decrease in satisfaction 
which is in relation to lack of resources and issues with 
training which are being addressed. 

Alison Bryce 

CUS CAP 001 Satisfaction with overall experience of 
Community Access Points  

98.5% 98.7% 99.1% 99.0% 98.7% Levels of satisfaction have been maintained. Brian Forbes 

CUS CTC 003 Satisfaction with overall experience of the 
Contact Centre  

89.8% 97.6% 96.7% 99.0% 95.3% Satisfaction levels have decreased which is partially in 
relation to increased call waiting times as a result of a 
reduction in staffing resources 

Brian Forbes 

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

12 17 18 16 8 Two complaints received in Q2 relating to quality of 
service. 

Brian Forbes 

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

92% 76.47% 56.25% 70% 100% One complaint was upheld and one was partially upheld. Brian Forbes 

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

  93.75% 100% 100% All complaints were dealt within timescale. Brian Forbes 
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Code Description 
2014/15 2015/16 2016/17 2017/18 Q2 

2017/18 Q2 2017/18 
Lead 

Value Value Value Target Value Note 
SCS CNQ BUS % of Councillor Enquiries dealt with by 

Strategy & Customer Services within 
timescale  

72.6% 100.0% 50.0% 100.0% 60.0% Five enquiries received and three were outwith timescale. 
This was due to enquiries originating from another 
Service. 

Stuart Crickmar 

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

97.1% 90.6% 93.3% 100.0% 75.0% Four enquiries received and one responded to outwith 
timescale which is attributed to delays in receiving 
information from external agency. 

Brian Forbes 

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

55.5% DIV/0  100.0% 0% One enquiry received and responded to outwith timescale 
due to monitoring officer allocating to absent officer. 

Alison Bryce; 
Stuart Crickmar 

 
 
Covalent Code ACTION By When Progress Expected 

Outcome Latest Note Lead 

SCS 17 14 Strategy & Customer Services will 
demonstrate high standards of people 
management  31-Mar-2018   

All staff have received a PRD and regular 1-1’s are undertaken as 
well as team meetings.  Budget cascade has been undertaken with 
all staff. 

Alison Bryce; 
Stuart 

Crickmar; 
Brian Forbes; 
Cherie Jarvie 

 
 Code Sub-Action By When Progress Expected 

Outcome Latest Note Lead 

 

SCS 17 14-01 Develop, with staff involvement, clear service 
L&D priorities linked to objectives, risk and 
opportunities  31-Aug-2017   

PRD's have been undertaken with all staff.  Sample testing of 
PRD objectives will be undertaken in September/October 

Alison Bryce; 
Stuart 
Crickmar; 
Brian Forbes; 
Cherie Jarvie 

 

SCS 17 14-02 Sample assess 10% PRDs to ensure all are 
done and high standards are maintained  

31-Aug-2017   

Sample assessment of 20 PRD's within Business Support. 
Some revisions made to five PRD's to ensure objectives were 
clear. 

Alison Bryce; 
Stuart 
Crickmar; 
Brian Forbes; 
Cherie Jarvie 
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7 

 
Covalent Code ACTION By When Progress Expected 

Outcome Latest Note Lead 

SCS 17 15 Ensure that Strategy & Customer Services 
operates to very highest standards of 
Governance  31-Mar-2018   

All staff are in the process of completing mandatory modules on 
Clacks Academy in relation to Health and Safety, Fire Safety and 
Prevent.  Staff are also involved in consultation with Managers 
when updating Risk Assessments. 

Alison Bryce; 
Brian Forbes; 
Cherie Jarvie 

 
 Code Sub-Action By When Progress Expected 

Outcome Latest Note Lead 

 

SCS 17 15-01 Complete review of service information and 
implement records management plan, 
including corporate file retention schedule, 
data security and anti-fraud processes & 
improve staff awareness & development  

31-Oct-2017   

Work continues on deletion of e-mails and on file retention.  
Representatives from the Service attend the Records 
Management Group and cascade any actions from the Group 
thereafter. 

Alison Bryce; 
Brian Forbes; 
Cherie Jarvie 

 
SCS 17 15-02 Review and implement workforce plan as 

part of wider corporate arrangements  31-Oct-2017   

Workforce plan being implemented within the Service. Alison Bryce; 
Brian Forbes; 
Cherie Jarvie 

 

SCS 17 15-03 Ensure full deployment of H&S policy and 
procedures  

31-Mar-2018   

Staff have a target to complete mandatory Health and Safety 
modules within Clacks Academy.  Discussion on Health and 
Safety at Management Meetings and Team Meetings with the 
opportunity to feedback any concerns.  Representative from 
the Service will attend the Health and Safety Operational 
Group. 

Alison Bryce; 
Brian Forbes; 
Cherie Jarvie 

 SCS 17 15-04 Implement agreed Mainstream Report for 
Equalities Outcome actions  31-Mar-2018   

Work is progressing as per plan and an annual update report 
will be prepared in due course. 

Cherie Jarvie 

 

SCS 17 15-05 Ensure implementation and organisational 
deployment of the key elements of the 
Community Empowerment (Scotland) Act 
including:  
- Asset Transfer  
- Participation Requests  

31-Oct-2017 

 

 

Community Empowerment Act requirements have now been 
fully put in place.  Three expressions of interest for Asset 
Transfer have been  received from Community Groups and 
are being progressed  in line with guidelines. . 

Cherie Jarvie 

 SCS 17 15-07 Ensure deployment of the corporate 
CONTEST delivery plan  31-Mar-2018   

Work is progressing as per plan and an annual update report 
will be prepared in due course. 

Stuart 
Crickmar 

 SCS 17 15-08 Ensure deployment of the corporate Serious 
Organised Crime delivery plan  31-Mar-2018   

Work is progressing as per plan and an annual update report 
will be prepared in due course. 

Stuart 
Crickmar 
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 Code Sub-Action By When Progress Expected 

Outcome Latest Note Lead 

 

SCS 17 15-09 Ensure all staff have completed a refresh e-
learning course on the Council’s Customer 
Charter to ensure full deployment of the 
vision and objectives  

31-Oct-2017   

Staff  have been asked to complete this mandatory training 
through the PRD process.  Completion of the module will be 
monitored in liaison with Learning and Development Adviser. 

Stuart 
Crickmar 

 
 
 
Covalent Code ACTION By When Progress Expected 

Outcome Latest Note Lead 

SCS 17 16 Project manage approved Year 1 hubs 
programme as per Community Investment 
Programme  

31-Mar-2018  
 

Savings achieved.  On-going consultation.  Likely to be some 
slippage in relation to capital aspects. 

Stuart 
Crickmar 

SCS 17 17 Support completion Clackmannan 
Regeneration Grant project  31-Mar-2018   

Work is progressing as per plan. Stuart 
Crickmar 

SCS 17 18 Project manage approved review of 3rd 
sector commissioning to ensure alignment 
with LOIP  

31-Dec-2017  
 

Work is progressing through a multi-agency working group. Stuart 
Crickmar 

SCS 17 19 Transform arrangements for storage and 
presentation of Council Archives & Local 
Collections in Lesser Speirs Hall  

31-Dec-2017   

Complete. Brian Forbes 
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Service Risk Register 2017-18  
 

ID & Title SCS SRR 001 Corporate governance requirements not adhered to  Status  Managed By 
Alison Bryce; 
Brian Forbes; 
Cherie Jarvie 

Current Rating 12 Target Rating 8 

Potential 
Effect Reputational damage; loss of confidence, legal action  

  

Related 
Actions 

SCS 17 15 Ensure that Strategy & Customer Services operates to very 
highest standards of Governance  Internal 

Controls 

Governance Strategy 

    Staff induction and development 

Latest Note Continue to engage with staff regarding Health and Safety, Risk Assessments and all staff have mandatory modules to complete through Clacks Academy 
 
ID & Title SCS SRR 002 Community engagement/communications failures  Status  Managed By Cherie Jarvie Current Rating 12 Target Rating 6 

Potential 
Effect 

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

  
Related 
Actions 

SCS 17 05 Develop new Corporate Communications Strategy to support 
transitional priorities  Internal 

Controls 

Community Engagement Process 

    Local Outcome Improvement 
Plan 

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 Community 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 004 Failure to meet required budget savings  Status  Managed By 

Alison Bryce; 
Stuart Crickmar; 
Brian Forbes; 
Cherie Jarvie 

Current Rating 12 Target Rating 4 

Potential 
Effect Financial loss; Reputational damage  

  

Related 
Actions     Internal 

Controls 
Budget Challenge & Financial 
Monitoring 

Latest Note The service are forecasting lower than predicted income levels within the Scottish Certificates initiative.  
 

ID & Title SCS SRR 006 Loss of key skills, knowledge or capacity due to contraction of 
service and staff base  Status  Managed By 

Alison Bryce; 
Stuart Crickmar; 
Brian Forbes; 
Cherie Jarvie 

Current Rating 20 Target Rating 8 

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 This continues to be a high risk with the loss of staff through the voluntary service/voluntary redundancy process.  Lack of capacity in some areas for succession planning 
however the Service continue to review through the workforce plan 
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ID & Title SCS SRR 007 Failure to ensure effective partnership working to support 

Community Planning  Status  Managed By Cherie Jarvie Current Rating 12 Target Rating 6 

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  

  

Related 
Actions 

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.  Internal 

Controls 

Community Engagement Process 

    Local Outcome Improvement 
Plan. 

Latest Note Partners have agreed to review Community Planning arrangements on back of the approval of the Local Outcome Improvement Plan.  This work will be carried out and 
recommendations made by March 2018.  

 
ID & Title SCS SRR 008 Clacksweb is subject to a malicious cyber attack  Status  Managed By  Current Rating 12 Target Rating  

Potential 
Effect 

Loss of service  
Loss of income  
Loss of confidence  
Reputational damage  

  

Related 
Actions     Internal 

Controls   

Latest Note  
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