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1.0 SUMMARY

1.1. This report provides elected members with a review of Clackmannanshire Council’s performance in relation to key areas of service delivery for 2007/08.  

1.2. A breakdown of corporate and key performance measures is provided in Appendix A.
1.3. Individual service balanced scorecards are available in Members’ rooms.
2.0 RECOMMENDATIONS

2.1. Scrutiny Committee is asked to: -

· Note key issues in the conclusion.

· Note performance and agree management actions (See Appendix A).

· Provide feedback on the effectiveness and presentation of measures to enable effective scrutiny of performance.

3.0 BACKGROUND

3.1. The balanced scorecard is a management system that enables the Council to understand whether its vision and strategy translates into action by measuring a series of key performance measures.  

3.2. The key focus of each balanced scorecard is to ensure a balance of performance measures is developed within the Financial, Customer (Stakeholder), Internal Business Processes, and Learning and Growth areas. The Council use this to demonstrate the delivery of continuous improvement.

3.3. Business Improvement continues to review performance measures with Heads of Service to ensure that the scope and presentation of performance measures to Committee is continuously improved.

3.4. Each graph in Appendix A provides an arrow indicator to highlight whether the trend is positive or negative. 
A red downward arrow signifies that the trend is negative, 
A green upward arrow signifies that the trend is positive, 
A double ended blue arrow signifies that the trend is neither positive nor negative, and therefore that performance has remained static.
3.5. Each performance indicator is marked as to whether it is a national indicator (e.g. statutory performance indicator) or a local indicator which has been set by the service. 

3.6. Appendix A provides each performance indicator with the most up to date Scottish average figures as a green line in each graph (where available). Best in class performance is also provided where available.
4.0 CONCLUSIONS

Finance 

4.1 During 2007/08, Clackmannanshire Council:

· Collected 92.6% of Council Tax. This is the same as last year’s figure. The target is 93%.
· Collected 96.3% of Business Rates. This compares unfavourably with last year’s figure which was 97%. The target is 97%.
· Improved performance to 1.56% in relation to the percentage of rent due to unoccupied dwellings that was not collected. This compares favourably with last year’s figure which was 1.9%. The target is 1.5%.
Customer (Stakeholders)
4.2 During 2007/08, Clackmannanshire Council:

· On average processed new benefit claims in 23 days.  This compares favourably with last year which was 44 days. The target is 35 days.
· On average processed changes in circumstances for benefit claims in 10 days. This compares favourably with last year which was 16 days. The target is 20 days.
· On average resolved 80% of calls at the first point of contact at the contact centre. This compares favourably with last year which was 72%. The target is 85%.
· Completed 98.6% of all emergency repairs within 4 hours. This compares favourably with the same period last year which was 98.5%. The target is 98%.
· Responded to 89.3% of building warrants within 15 days. This compares favourably with last year which was 79.6%. The target is 80%.
· Determined 93% of Householder Planning Applications within 2 months. This compares favourably with the same period last year which was 92%. The target is 95%.
· Submitted 86% of social enquiry reports to courts by due date.  This compares unfavourably with last year which was 88%. The target is 100%.
· Dealt with 16 persistent young offenders by the end of 2007/08. This is favourable against a target of 17.
· Ensured that 59.5% of children were seen by a supervising officer within 15 days of a supervision requirement being made. The target is 100%. 
· Pupil attendance at Primary Schools was 95.6%. This is just below performance at the same period last year which was 96%. The target is 96%.
· Pupil attendance at Secondary Schools was 91.6%.  This is just below performance at the same period last year which was 92%. The target is 93%.  
Internal business processes 

4.3 During 2007/08, Clackmannanshire Council:

· Re-let 65% of empty houses within 4 weeks.  This compares favourably with last year which was 18.1%. The target is 20%.
· Reduced housing arrears to 5.92%.  This compares favourably with last year which was 7.3%. The target is 7.5%.
· Submitted 57.7% of reports to the Children’s Hearing Panel within 20 days.  This compares favourably with the same period last year which was 47.5%. The target is 75%.
· Undertook 31.7% of all initial health assessments within 10 days for children being accommodated by the Council. The target is 60%.
· Took 40 days, on average, to fill a vacancy.  This compares favourably with the same period last year which was 67 days. The target is 40 days.  
Learning and growth
4.4 During 2007/08, Clackmannanshire Council:

· Saw sickness absence for all staff at an average of 4.7%.    This compares favourably with last year which was an average of 5.4%. The target is 4.8%. This is also the first time since reporting of the balanced scorecard that the target has been achieved.
5.0 SUSTAINABILITY IMPLICATIONS

5.1. There are no significant sustainability implications arising directly from this report.


6.0 FINANCIAL IMPLICATIONS

6.1. There are no significant financial implications arising directly from this report.

6.2.
Declarations
(1)
The recommendations contained within this report support or implement Corporate Priorities, Council Policies and/or the Community Plan:

·      Corporate Priorities (Key Themes) (Please tick  MACROBUTTON UncheckIt ()
Achieving Potential





 MACROBUTTON UncheckIt (
Maximising Quality of Life





 MACROBUTTON UncheckIt (
Securing Prosperity





 MACROBUTTON UncheckIt (
Enhancing the Environment





 MACROBUTTON UncheckIt (
Maintaining an Effective Organisation




 MACROBUTTON UncheckIt (
· Council Policies  (Please detail)

· Community Plan (Themes) (Please tick  MACROBUTTON UncheckIt ()

Community Safety     





 MACROBUTTON UncheckIt (
Economic Development





 MACROBUTTON UncheckIt (
Environment and Sustainability





 MACROBUTTON UncheckIt (
Health Improvement





 MACROBUTTON UncheckIt (
(2)
In adopting the recommendations contained in this report, 

 MACROBUTTON UncheckIt (
the Council is acting within its legal powers. (Please tick  MACROBUTTON UncheckIt ()

(3)
The full financial implications of the recommendations contained
 MACROBUTTON UncheckIt (
in this report are set out in the report.  This includes a reference
to full life cycle costs where appropriate. (Please tick  MACROBUTTON UncheckIt ()

______________________
Head of Business Improvement & Technology Services

____________________________
Director of Corporate Development

Appendix A Corporate Measures year end
Financial Measures

1. The Percentage of Council Tax income for year collected in year (National Indicator, SPI)
 Annual trend

 TARGET

scottish average

Best in Class 

97.8% (Orkney)
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Key points: 
· 92.6% of Council tax has been collected by Clackmannanshire Council in 2007/08. This is the same as 2006/07. 
· The collection rate of the Council compares unfavourably with the target of 93%.

· Clackmannanshire Council performance is just below the Scottish average of 93.8% (SPI 2006/07).
· The best in class for collection of Council tax in Scotland (2006/07) was Orkney Council at 97.8%. 
Management Action: Ensure that the outstanding Council Tax debt is recovered during 2008/2009. Engagement with Phase 1 of the Business Transformation programme in 2008 should realise performance improvement.


2. Percentage of income due to business rates received at the end of the year (Local Performance Indicator)

Annual trend
 
TARGET 

Scottish average
 
Best in Class 




99.5% (Orkney Council)
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Key points:  

· 96.3% of non-domestic tax has been collected by Clackmannanshire Council in 2007/08. This is slightly unfavourable when compared with 2006/07 (97%). 

· The collection rate of the Council compares unfavourably with the target of 97%.
· Clackmannanshire Council’s performance is just below the Scottish average of 97%. (Directors of Finance)
· The best in class for collection of non-domestic tax in Scotland (2006/07) was Orkney Council (99.5%). 

Management Action:  Continue to manage the collection level and ensure that the recovery timetable kicks in within the Statutory Timetable starting September 2008. Engagement with Phase 1 of the Business Transformation programme in 2008 should realise performance improvement.
3. Percentage of rent lost due to unoccupied dwellings (National Indicator, SPI)
Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
0.4% (North Ayrshire Council)
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Key points:

· 1.56% of rent was lost due to unoccupied dwellings in 2007/08. This is favourable when compared with 2006/07 (1.9%). 
· The percentage of rent lost is unfavourable with the target of 1.5%.
· Clackmannanshire Council performance is better than the Scottish average of 1.9%. (SPI 2006/07).
· The best in class for rent lost due to unoccupied dwellings (2006/07) was North Ayrshire (0.4%).
· In January 2008, a dedicated Void & Allocation team was set up to improve the management of the void properties and this has contributed to the continued improvement in performance.
Management Action:  Work continues to improve the void figures as part of housing services improvement plan.
Customer (stakeholder) Measures

1. Average days to process new benefit claims (days) (National Indicator, SPI)
Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
17.2 days (South Lanarkshire) 
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Key points:

· It took on average 23 days to process new benefit claims in 2007/08. This is favourable when compared with 2006/07 (44 days). 
· The time taken to process new benefit claims compares favourably with the target of 35 days.
· Clackmannanshire Council performs better than the Scottish average of 30.4 days. (SPI 2006/07),  
· The best in class for rent lost due to unoccupied dwellings in Scotland (2006/07) was South Lanarkshire (17.2 days).
· During 2007/08 Clackmannanshire Council continuously achieved top quartile in the DWP performance comparisons.

Management Action: Continue to manage and focus performance on new claims
2. Average days to process change in circumstances (days) (National Indicator, SPI)
Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
 5.4 days (East Lothian)
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Key points:

· It took 10 days to process a change in circumstances for benefit claims in 2007/08. This is favourable when compared with 2006/07 (16 days). 
· The time taken to process a change in circumstances for benefit claims compares favourably with the target of 20 days.
· Clackmannanshire Council performs at the Scottish average of 10 days. (SPI 2006/07)
· The best in class (2006/07) was East Lothian (5.4 days).
· For the majority of the year, the Council achieved the top quartile of the DWP performance indicator within this area.

Management Action: Continue to manage to ensure that the monthly performance is within the top quartile for 2008/09
3. Percentage of calls resolved at first point of contact at the contact centre 

 Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
Not available 
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NB: Data for January 2007 is unavailable due to changes in the telephony system. 

Key points:

· On average, 80% of calls were resolved at first point of contact at the contact centre during 2007/08. This is favourable when compared with an average of 72% in 2006/07. 
· Clackmannanshire Council exceeds the national target of 75%. 
· The service plans to fully implement a Knowledge Base solution from April 2008, with accurate content provided by Services.   This should enable front line staff to answer more customer enquiries first time.
Management Action: Fully implement Knowledge Base solution from April 2008, with accurate content provided by Services.

4. Repairs completed within emergency target (4 hours) (National Indicator, SPI)
Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
99.6% (inverclyde) 
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Key points:

· On average, 98.6% of emergency repairs were completed within the target time of 4 hours. This is favourable when compared with an average of 98.5% in 2006/07. 
· The percentage of emergency repairs that were completed within the target time of 4 hours compares favourably with the target of 98%. 
· Clackmannanshire Council performs better than the Scottish average of 94.1% (SPI 2006/07) 
· Inverclyde Council is the best in class for emergency repairs completed within the target time of 4 hours (SPI 2006/07).

Management Action: Maintain regular meetings with Property Contract Unit to discuss and address performance.

5. Percentage of building warrants responded to within 15 days (National Indicator, Scottish Building Standards Agency)

Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
Not available

not available 
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Key points:

· On average, 89.3% of building warrants were responded to within 15 days during 2007/08. This is favourable when compared with 79.9% in2006/07. 
· The percentage of building warrants responded to within 15 days compares favourably with the target of 80%. 
· Improvement in performance between quarter 3 and quarter 4 has been achieved by maximising the availability of staff during busy periods.
Management Action: Continue to ensure that service is managed effectively and maximum availability of staff is maintained 

6. Householder Planning Applications determined within 2 Months (National Indicator, SPI)

Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
97.8% (WEST LOTHIAN) 
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Key points:

· On average, 93% of household planning applications were determined during 2007/08 within 2 months. This is favourable when compared with 92% in 2006/07. 
· The percentage of householder planning applications determined within 2 months compares unfavourably with the target of 95%. 
· Clackmannanshire Council performs better than the Scottish average of 79.8%. (SPI 2006/07) 
· West Lothian Council is the best in class for householder planning applications determined within 2 months (SPI 2006/07).

Management Action: Continue to ensure that service is managed effectively and ensure that all casework is up to date.
7. Proportion of Social Enquiry Reports submitted to court by due date (National Indicator, SPI)

Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
97.8% 
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Key points:

· On average, 86% of Social Enquiry Reports were submitted to court by due date during 2007/08. This is unfavourable when compared with 88% in 2006/07. 
· The percentage of Social enquiry reports submitted to court by due date  compares unfavourably with the target of 100%. 
· Clackmannanshire Council performs unfavourably when compared with the Scottish average of 95.9% (SPI 2006/07). 
· Shetland, Scottish Borders, Orkney, North Ayrshire, Western Isles, & East Renfrewshire Councils are the best in class for Social enquiry reports in Scotland (SPI 2006/07).

· Although not all reports were delivered before 12.00 noon, they were received by the court on the due date.
Management Actions: Continue to maximise availability of staff, and monitor workloads.
8. The Number of Persistent Young offenders (Local performance indicator)
Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
NOT AVAILABLE
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Key points:

· The number of persistent young offenders within Clackmannanshire stood at 16 by the end of 2007/08. 
· This compares favourably with the target of 17. 
· The Youth justice team is now fully staffed and working with the most serious persistent young offenders. 

· At a Scottish level (Dec 06) there were 1,177 persistent young offenders (SCRA Annual Plan) in Scotland. Clackmannanshire statistics represent 1.4% of all persistent young offenders in Scotland
Management Actions: Continue to ensure that the Youth Justice team target the most serious young offenders
9. Proportion of children seen by a supervising officer within 15 days of a supervision requirement being made. (National Indicator, SPI)

Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 









100% 
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Key points:

· On average, the proportion of children seen by a supervising officer within 15 days of a supervision requirement being made in Clackmannanshire was 59.5% during 2007/08. This compares favourably with the previous year of 46%.
· The proportion seen by a supervising officer within 15 days of a supervision requirement being made compares unfavourably with the target of 100%. 
· Clackmannanshire Council performs unfavourably when compared with the Scottish average of 76.8% (SPI 2006/07) 
· Shetland, Moray, Inverclyde, Angus, & Aberdeenshire are the best in class at 100% ( SPI 2006/07).

Management Actions: Continue to monitor performance
10. Primary School attendance (National Indicator, Scottish Government)
Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
97.8% (dumfries and galloway & east dunbartonSHIRE) 
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Key points:

· 95.6% of Primary School pupils attending school during Quarter 4 2007/08. This is unfavourable when compared with 2006/07 (96%). 
· Primary school attendees compares unfavourably with the target of 96%. 
· Clackmannanshire Council performs favourably when compared with the Scottish average of 95.3% (Attendance and Absence in Scottish Schools 2006/07 Part 34). 
· Dumfries and Galloway and East Dunbartonshire Councils are the best in class for Primary School attendance in Scotland (Attendance and Absence in Scottish Schools 2006/07 Part 34). 
Management Action: Continue to monitor and manage pupil attendance. 

11. Secondary School attendance (National Indicator, Scottish Government)
Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
94.7% (East RENFREWSHIRE 
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Key points:

· Attendance during Quarter 4 2007/08 was 91.6%. This is unfavourable when compared with 2006/07 (92%). 
· Performance compares unfavourably with the target of 92%. 
· Clackmannanshire Council performs favourably when compared with the Scottish average of 90.6% (Attendance and Absence in Scottish Schools 2006/07 Part 35). 
· East Renfrewshire Council is the best in class for Secondary School attendance in Scotland (Attendance and Absence in Scottish Schools 2006/07 Part 35). 
Management Action: Continue to monitor and manage pupil attendance. 

internal business processes

1. Percentage of empty houses that were re-let within 4 weeks (Scottish Housing Benchmarking Club 2006/07)
Annual trend
 Quarterly trend
TARGET 

bench. group average 
Best in Class 
97.8% (East RENFREWSHIRE 
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Key points:

· 37% of empty housing was re-let within 4 weeks during 2007/08. This is favourable when compared with 2006/07 (18.1%). 

· This compares favourably with the target of 20%. 

· Clackmannanshire Council performs favourably when compared with the Scottish average of 50% (Scottish Housing Benchmarking Club 2006/07). 

· A high number of voids were let in March (46) with an average turnaround time of 3 weeks (21 days). The service aims to let most of its empty houses within 4 weeks (28 days) or less and with 83% of all voids let in 4 weeks or less in March performance in the last month of this financial year is on target.   
· Housing  let  488 voids this year which is 50 more properties than were let last financial year. Despite this high volume of voids let, performance on turnaround time for all voids let in the year has continued to improve.  
Management Actions: Continue to review the service’s approach to void management, and maximise the impact of the current improvement plan.
2. Housing rent arrears percentage (net) (National Indicator, SPI)
Annual trend
 Quarterly trend
TARGET 

bench. group average 
Best in Class 
2.8% (W Lothian & 

Orkney Islands)
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Key points:

· At the end of 2007/08 Clackmannanshire Council had 5.92% housing rent arrears. This is favourable when compared with 2006/07 (7.3%). 

· The percentage of Housing rent arrears compares favourably with the target of 6.8%. 

· Clackmannanshire Council performs favourably when compared with the Scottish average of 6.7%. (SPI 2006/07) 

· Orkney and West Lothian Council’s are the best in class for housing rent arrears in Scotland (SPI 2006/07).
· The arrears figure has reduced significantly over the financial year by 1.6% from 7.5% at the end of April 2007 down to 5.9% at the year end. Once again, this demonstrates continuous improvement in performance on this key indicator.  
· The latest report from the Scottish Housing Benchmarking Club shows that compared with the 21 other Scottish Local authorities who are members, our rent arrears figure is favourable against the group average. 
Management Action:  Rent increase letters and rent statements to go out to all tenants. 
3. Proportion of reports to the Children’s Hearing submitted within twenty days (Local Performance Indicator)
Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 

84% (EAST RENFREWSHIRE)
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Key points:

· In 2007/08 Clackmannanshire Council submitted 57.7% of Children’s hearings within 20 days. This is favourable when compared with 2006/07 (47.5%). 

· This figure compares unfavourably with the target of 75%. 

· Although performance is unfavourable when compared with the target performance has been improving on a quarterly basis. 

· Clackmannanshire Council performs favourably when compared with the Scottish average of 34%. (SCRA 2006/07) 

· East Renfrewshire Council’s are the best in class in Scotland (SCRA 2006/07).
Management Actions:  The service is to ensure that improvements in performance is built upon.
4. Proportion of requests for initial health assessments made within 10 days of the child being accommodated (local performance indicator)
Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 
not available 

not available
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Key points:

· In 2007/08, the proportion of requests for initial health assessments made within 10 days of the child being accommodated was 31.7%. This is unfavourable when compared with  53% in 2006/07. 

· The Proportion of requests for initial health assessments made within 10 days of the child being accommodated compares unfavourably with the target of 60%. 

Management Action:  Team managers continue to monitor performance within this area.

5. Number of working days to fill vacancy (from request to HR to job acceptance)


 Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 






NOT AVAILABLE

NOT AVAILABLE
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Key points:

· The number of working days to fill vacancies in Clackmannanshire Council during 2007/08 was 40 days. This is favourable when compared with 2006/07 (67 days). 

· The number of working days to fill vacancies compares favourably with the target of 40 days.
Management Action: Continue to manage and deliver improvement. 
learning and growth

1. Percentage of Staff Absence (all staff) 
Annual trend
 Quarterly trend
TARGET 

Scottish average 
Best in Class 






NOT AVAILABLE

NOT AVAILABLE
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Key points:

· The percentage of staff absent in Clackmannanshire Council due to sickness during 2007/08 was 4.7%. 
· The percentage of staff absent due to sickness compares favourably with the target of 4.8%.
· This is the first time since staff absence has been reported in the balanced scorecard that the corporate target has been achieved. 
Management Action: Implementation of Attendance Management Group Action Plan and follow up with specific staff or service groups.







� Shetland, Scottish Borders, Orkney, North Ayrshire, Western Isles, & East Renfrewshire: 97.8%.


� Shetland, Moray, Angus & Aberdeenshire Council: 100%
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