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1.
Objectives and Priorities

The Resources Service (RS) provides important support services to residents and businesses of West Dunbartonshire, both directly through direct service provision and indirectly through support provided to other Council service areas. As such the service has an important role to play in ensuring that services provided are top quality and contribute effectively to the improving Council philosophy. During 2017/18 we will: 
· deliver high quality services which fully respond to the demands of our communities and internal service users;

· support our services to be the best by providing robust, reliable performance information to underpin continuous improvement; and
· improve on our performance from previous years through implementing a number of improvement actions.

Key priorities for 2017/18:

The key service priorities can be summarised as follows:
· develop and implement new and innovative approaches to service delivery to ensure that services are high-quality, fully accessible, efficient, fit for the future and reflect the changing demands of users;

· deliver effective, efficient and fully integrated customer services by enhancing
electronic approaches to service delivery – both to internal service users and residents who directly access our services; and
· maximise the impact of our services internally by:

· ensuring that procurement approaches are strategic, effective and efficient;
· ensuring that our transactional processes are modernised and streamlined to operate as efficiently as possible whilst recognising the needs of our community;
· ensuring that our Finances are tightly managed and appropriately planned into the future; and

· ensuring that the Council’s governance arrangements are suitably implemented and Internal Audit and Fraud arrangements are robust.

2.
Overview and Profile

OVERVIEW

The Resources Service Delivery Plan provides an overview of service delivery areas and responsibilities, together with a review of key achievements in 2016/17.  It also sets out the strategic priorities for 2017/18, highlights the key activities that will be progressed to meet those priorities and identifies how we will measure success. 
PROFILE
The Resources Service is one of 8 strategic service areas for the Council providing services to the Council and a wide range of external service users including Leisure Trust, Valuation Joint Board, Criminal Justice Partnership, Clydebank Property Company, charities and trusts, and Clydebank Municipal Bank. Services cover accountancy, treasury management, procurement, internal audit and fraud, and business support. In addition to internal service users and partner agencies, we also provide direct services to residents of West Dunbartonshire. The following are the main areas of responsibility and service provision within the Resources Service:
Finance

The finance team is responsible for financial support and management, providing: accountancy; treasury and capital planning; cash and bank management; administration of council grants; and insurance services.
Procurement

The procurement team provides support in leading and facilitating procurement activity to ensure efficient, effective and appropriate procurement processes are implemented. This role includes: the generation of category strategies with departments; lifecycle advice and guidance; system and process development; and supplier relationship management.

Internal Audit & Fraud

The internal audit and fraud team is led by the chief internal auditor, providing internal audit and assurance services including scrutiny of ICT security. The team also delivers the corporate fraud service for the organisation.

Business Support

The business support team is responsible for managing the revenues collection (council tax, housing rents, non-domestic rates and miscellaneous invoicing) for the Council, Leisure Trust and the CPC; benefits processing and management (Council Tax Reduction; Housing Benefit; School Clothing Grants; Education Maintenance Allowances; and Free School Meals); debtors and debt management and creditors functions including corporate purchasing card management.
3.
Performance Review and Strategic Assessment

The Resources management team completed a detailed performance review and strategic assessment to determine the major influences on priorities and service delivery in 2017/18 and beyond. The issues identified have informed the action plan (Appendix 2) and resource allocation for 2017/18.

PERFORMANCE REVIEW
Key Achievements

Following a comprehensive review of performance, the management team identified a number of key achievements that were delivered on behalf of the Council in 2016/17.

Finance

· Developed HRA financial model, providing additional information to tenants groups;
· Participated in Scottish Housing Network project to produce an HRA methodology document which provided significant improvement in meaningfulness of information provided to tenants;
· Main facilitators in the new Joint Rent Group which allows tenants to scrutinise HRA;
· Completed annual accounts by the deadline – all with unqualified audit certificates – Council / Trust Funds / Clydebank Property Company / West Dunbartonshire Leisure Trust / Municipal bank / Valuation Joint Board;
· Completed statutory returns by the deadlines for example Scottish Water, CTTR, PCA (Provisional Contribution Amount)/Mid Year and Notified Returns for Non Domestic Rates, assisting in the completion of the Housing Benefit Subsidy Claim;
· Automated WDC financial statements - Single document control system created for Financial Statements. Allows multiple users to co-work on statements, speeding up the completion process and allowing more time for review;
· Reviewed paper-based processes and further automation – e.g. daily cashflow treasury management, Pilot scheme commenced re the automation of electronic income returns in the cash office, review of the procedures within the governance and reconciliations team to reduce the paper processes. Removed requirement for paper based approval, now accepted in electronic format;
· Upgraded and further developed Agresso – Upgraded Financial Ledger system to latest version, enabling access to new functionality and better more flexible ways to access the system. Introducing new company to the ledger in January 2017;
· Completed new governance documents for Trust funds, which have been approved by OSCR allowing us to actively manage the Trust funds for the benefit of the public;
· Implemented changes in funding for community councils, making the process of grant funding quicker and less onerous for the Councils and staff; and
· Supported services with a number of one-off projects and funding applications such as District Heating Scheme.
Procurement

· Cashable saving achieved through the procurement process for financial year 2016/17:
· Revenue Savings:  £0.544m
· Capital Savings:  £1.063m
· Rebate Savings:  £0.112m;
· The Procurement and Commercial Improvement Programme (PCIP) is a national, externally assessed programme to help public sector bodies benchmark their procurement policies and procedures, and develop plans for improving performance. The Council completed its first PCIP assessment in October 2016, scoring 64% against a target of 25%. Key areas have been identified for further development and improvement and included in the action plan;
· The team was a finalist in the Government Opportunities Excellence in Public Procurement Awards Scotland 2016/17, shortlisted in the categories ‘Procurement Team of the Year’ and ‘Procurement Innovation’; and
· Category Strategies were finalised and approved by the Council’s Performance and Monitoring Review Group in June 2016. The Category Strategies were developed by the procurement team to provide strategic direction to each of the spend areas. This was done by identifying underlying commodities, spend, market and supplier strategic analysis, and the subsequent identification of strategic risks and category implementation plans. 
Internal Audit & Fraud
· As a result of Corporate Fraud Team activity during 2016/17, actual recoveries of £0.240m have been achieved against an annual target of £0.100m;
· Contributed to PSN Accreditation being renewed for a further year;
· Established a shared service relationship with Loch Lomond & the Trossachs National Park to provide internal audit services;
· Successfully took on the role of Chief Internal Auditor (HSCP Integrated Joint Board); and
· Progressed Audit Plan for 2016/17.
Business Support
· Reduced the rate of increase in rent arrears compared to previous year and reduced level of employee debt through better interventions and improved business processes. Launched a new rent arrears campaign in conjunction with Housing Services;
· Improved processes to limit the adverse financial impact of Universal Credit e.g. Council Tax Reduction claims;
· Implemented online forms for claiming Housing Benefits and integrated with risk based verification that will streamline workload;
· Introduced a Council Tax action plan to improve collection rate; and
· 2015/16 Housing Benefits subsidy claim signed off by external auditors; 2016/17 initial and mid-year estimates agreed with the Department of Work and Pensions (DWP); and 2016/17 Discretionary Housing Payment (DHP) estimates agreed with DWP.
Challenges

The performance review also identified a number of challenges in 2016/17 that will be the focus of improvement activity in 2017/18. These relate to rent arrears, council tax collection, payment of invoices and sundry debt.
Rent Arrears 

The amount of rent arrears owed to the Council is an area of concern. Performance can be explained, in part, by the general economic environment and welfare reform, particularly the introduction of Universal Credit and the benefit cap. However, it is recognised that there are actions which can be taken to reduce the impact of these factors on rent arrears.
To improve rent collection rates in 2017/18, the service will:
· continue with the rent campaign in conjunction with Housing to further improve collection;
· consider implementing smart analytics technology for managing rent arrears more effectively;
· continue to consolidate our joined up approach with Housing Benefits section to ensure timely payment of benefits which can contribute to rent arrears; 
· continue to address any issues and further streamline process with Department of Works and Pensions (DWP) re payment of Council Tax Reduction Scheme for UC cases; and
· write off of former tenant rent arrears where debt is irrecoverable.
Council Tax Collection
The Council collected 95% of the council tax owed in 2014/15, up from 94.5% the previous year. This is slightly lower than 95.5% recorded for Scotland as a whole, giving West Dunbartonshire a ranking of 20th of all 32 Scottish councils.

Following a year on year improvement in our collection rate over the last 14 years, it decreased slightly in 2015/16 to 94.45% and we await publication of data for all Scottish councils in January 2017 to determine our comparative position for that year.
The general economic environment and welfare reform have impacted on our collection rate and to address we will implement our Council Tax Improvement Plan actions in 2017/18.
Payment of Invoices

The percentage of invoices paid by the Council within 30 calendar days was 90.3% in 2014/15, up from 86.6% the previous year. As a result, ranking improved by 5 places. However, at 23rd, performance is ranked in the third quartile of all 32 Scottish councils and performance is slightly below the Scotland figure of 92.5%.
Performance has improved marginally to 90.35% in 2015/16 and the publication of data for all councils for 16/17 will provide the comparative position.

The team will continue to support the Council’s Purchase 2 Pay (P2P) programme which aims to reduce the level of manual invoices and increasing spend on corporate purchase cards, all of which will aid payment to suppliers on time.
Outstanding Sundry Debt
The value of outstanding sundry debt increased for the year 2015/16 to 66.5%, up from 55.54% the previous year. 
In 2017/18 we will review ways to manage and reduce corporate debt, including the continued development of our Agresso IT system functionality. The team is focusing on the debtors improvements project which also reports to the P2P board. It has identified three key areas for development – implementation of payment plans, direct debit, and self-service functionality.  Processes within the Corporate Debt Team are also being reviewed to ensure intervention is at the earliest and all steps are taken to avoid prescription. 
Service Users’ Feedback
The Council has a clear focus on learning from the feedback we receive from our service users. Complaints data, monthly telephone surveys, quarterly Citizens’ Panel surveys, and a range of other mechanisms, provide invaluable feedback to help us improve our services.

Complaints

Between 1 April 2016 and 31 March 2017, Resources received a total of 56 complaints, comprising 51 Stage 1 and 5 Stage 2 complaints. During the same period, 55 complaints were closed, 50 at Stage 1 and 5 at Stage 2.

33 (66%) of the complaints closed at Stage 1 met the 5 working days target for resolving complaints, while the remaining 17 (34%) took longer, with an average of 6 days for all Stage 1 complaints. Of the 5 complaints closed at Stage 2, 1 (20%) met the 20 working days target, and 4 (80%) took longer, with an average of 24 days for all Stage 2 complaints.
Of the 50 complaints closed at Stage 1, 28 (56%) were upheld. None of the complaints closed at Stage 2 were upheld.
Many of the complaints upheld related to processing a Council Tax or Housing Benefit claim. As a result, procedures have been reviewed and revised in a number of instances and training provided in another. All complaints were relatively low level and have been addressed successfully and therefore require no further action.
The Revenues and Benefits team has also received positive comments about the delivery of the Scottish Welfare Fund and the manner in which claims have been processed for vulnerable service users.  This continues to remain a focus for the team.
In addition to the specific actions we took in response to complaints, we will continue to ensure that all relevant staff receive customer services standards training.   

Self-Evaluation Programme
The Council’s self-evaluation process was reviewed in early 2016. As a result, a new three year programme was agreed in June 2016 using a checklist approach implemented through an online survey. Over the three year programme, all Council services that are not subject to an external evaluation will undertake self-evaluation, with 11 scheduled in the first year.
A self-evaluation was completed with the Internal Audit, Fraud and ICT Security team in January 2017 and the resulting Improvement Action Plan is being implemented.  The next service area to undertake this review is the Revenues and Benefits team and this is currently underway and due to be completed by the end of June 2017. This will be followed by Procurement towards the end of 2017/18. The Accountancy team underwent a pilot evaluation process testing the approach in 2015/16. They have implemented their improvement plan and are scheduled to undertake the next review in 2018.
STRATEGIC ASSESSMENT
Financial Challenges

The entire public sector is facing significant financial challenges. The Council’s funding gap in 2017/18 (i.e. the gap between the funding received from government/council tax payers and the costs of delivering services) has been met through management efficiencies and the use of free reserves. However, the Council is predicting cumulative funding gaps in 2018/19 and 2019/20 of £7.885m and £11.397m respectively. This means that action has to be taken to balance our budget and protect Council jobs and services for residents. This will undoubtedly mean that within the Resources service area, available funding will be reduced and we will need to change how we do our jobs, where we work, and reduce the number of people employed.
To deliver the Council’s objectives and meet those financial challenges, the Resources management team will implement the actions set out in the action plan under strong financial governance and sustainable budget management.

Welfare Reform
Welfare reform is likely to have a financial impact around the management of Housing department rent income and council tax collection rates. It is also likely to impact on the cost of Homelessness. We will prepare the Council for the coming challenges through regular Welfare Reform Working Group meetings to review progress and seek to mitigate issues and risks.
Alignment of Corporate/ICT Systems

In order to improve efficiency, the Council continues to focus on streamlining business processes through new and/or improving existing ICT systems.  This can lead to some risk while integrating legacy and new systems requiring core skills with staff having to upskill. In response, we will:

· forward plan and communicate about impending new systems to relevant teams; and 
· foster greater integration between different system owners (i.e. P2P, IHMS, HR, Agresso, etc.) and ICT.
Legislative Context: Compliance with Procurement Legislation
There will be a continued focus on ensuring compliance with the Procurement Reform Act and Public Contracts Scotland Regulations. In addition, we will increase focus on tackling non-compliant spend to ensure that we minimise risk to the council both through reputational damage and legal challenge.
We will further develop procurement leadership, governance and controls across the Council. This will include a Procurement Manual that will be communicated throughout the Council.
Community Benefit and other Local Procurement Benefits
New procurement legislation factors in community benefits and fair working practices. In addition Council Members see procurement focus on local growth and community benefits. There is therefore an increased emphasis on tenders and contracts taking into account participation by local companies, ethical and sustainable procurement, as well as the living wage.
In 2017/18 we will implement the Community Benefits Policy. This will include: 
· an updated procurement procedure to invite local suppliers to respond to tenders below £0.050m; 
· inclusion of sustainable and ethical practice questions in tender responses which will eliminate suppliers using unethical sourcing; 
· development of standardised community benefits “wish lists” that can be selected for different tenders and contracts; 
· improved contract and supplier management monitoring delivery of community benefits; and 
· development of category tailored supplier events for local suppliers to meet procurement.
People Management

Our dedicated workforce is our most valuable resource. In order to develop a culture of Best Value and continuous improvement, it is essential that we invest in them. Our main focus in 2017/18 is to progress the improvement actions arising from the Employee Survey.
In addition, we will also: ensure that all staff have a Performance Development Plan (PDP) and appropriate access to learning and training; provide opportunities for staff involvement in the planning process; ensure that informative and participative team meetings are held at least monthly; ensure all staff have regular 1-2-1 meetings with their line manager; and apply in full the Council’s Attendance Management Policy.

Office Rationalisation Project

During 2017/18, most employees within the Resources service will be relocated to new work locations. Significant preparation for this move is required and there is a requirement to maintain ongoing service provision throughout the preparation for, during and after the move. Appropriate staff liaison and planning discussions will take place before, during and after these moves to ensure robust plans are in place to manage the moves and to maintain service delivery.
Equalities
The Council has set out a range of equality outcomes for 2017/21 in line with its statutory duty, each led by a relevant strategic lead area. These cover community participation, employment diversity, disability pay gap, occupational segregation, digital inclusion, accessible community transport, identity based bullying in schools, and educational attainment gaps.
By focusing on outcomes, the Council aims to bring practical improvements to the life chances of those who experience discrimination and disadvantage.

While Resources is not leading on any specific equality outcome, we will continue to comply with the four council wide equality outcomes for 2017/21, relating to community participation, employment diversity, disability pay gap, and occupational segregation.
PERFORMANCE MANAGEMENT AND REPORTING

To address the issues identified by the performance review and strategic assessment above, the Resources management team have developed an action plan for 2017/18 (Appendix 2) and a range of performance indicators to enable us to monitor progress (Appendix 3).

In accordance with the current Performance Management Framework, we will monitor and manage our progress on a regular basis and report progress to committee twice yearly, at mid-year and year end.

We also produce a range of council wide performance information for the public, available from the Council’s website.
4.
Resources

FINANCIAL
The 2017/18 revenue budget for the Resources service is £4,220,288. A breakdown by service area is given below. We will make the best use of the resources available to deliver on key priority areas and secure external/match funding where this is possible.

	2017/18
	Gross Expenditure (£)
	Income 

(£)
	Net Expenditure (£)

	Finance
	1.550m
	0.131m
	1.419m

	Procurement
	0.948m
	0.310m
	0.638m

	Audit and Fraud
	0.431m
	0.180m
	0.251m

	Business Support
	50.726m
	48.814m
	1.912m

	TOTAL (£)
	53.655m
	49,435m
	4.220m


EMPLOYEES

The number of full time equivalent staff in each service area at 1 April 2017 is as follows:

	Service Area
	FTE staff 1 April 2017

	Finance
	40.30

	Procurement
	20.83

	Audit and Fraud
	10

	Business Support
	98.61

	TOTAL
	169.74


‘Be the Best’ 

As a Council we are committed to supporting every employee to ‘Be the Best’. We do this through providing personal development opportunities and ensuring that our employees feel valued and recognised for their contribution to delivering the Council’s vision and strategic objectives. Employees are supported to develop professionally and personally in both their current role and in planning for any future career.

From 2017 onwards, employee development will be delivered through ‘Be the Best’ conversions. This process will ensure all employees receive a valuable, meaningful discussion around how they can ‘Be the Best’ in their role and receive support and development to allow them to achieve their potential.  

Our employee development priorities include training; leadership and manager development; customer service; change management; and technical skills and specialist skills that support and maintain professional expertise.  Our commitment to learning and development is recognised through the achievement of Gold Standard from Investors in People (IiP).

Workforce Planning

Workforce planning is integrated in the strategic planning process, highlighting the key workforce related activities for the year and reflecting the longer term strategic aims of all Council services.  Each Strategic Lead is responsible for the annual review of requirements for their respective service areas to ensure that any key actions are identified at an early stage. Appendix 4 sets out the detailed Workforce Plan for Resources. 

Employee Survey

We gather the views of our employees through a regular employee survey carried out every two years. Following the most recent survey at the end of 2015, we have developed and implemented an organisational improvement plan. This focuses on five key areas: strengthening strategic and visible leadership; widening involvement in change and continuous improvement programmes; embracing new and flexible ways of working; addressing the challenging pressures and workloads; and improving how employees feel valued for the work they do. Improvement actions to address these areas will be delivered by all services across the Council.
Employee Wellbeing Group

The newly established Employee Wellbeing Group will develop and oversee the implementation of a Council strategy (and resulting implementation plans) which will seek to maximise employee wellbeing, recognising the benefits to the organisation and its employees of such an approach. Linked to this, work will be undertaken with managers and trades union partners to embed a ‘safety culture’, fostering increased ownership and accountability across the organisation as a whole.

ICT

Our ICT resources are integral to our work. We will continue to ensure they are utilised effectively and efficiently and will focus on developing the functionality of our Agresso finance system to support wider process improvement.
5.
Risks

The Council has identified risks at both a strategic and service level. Strategic risks represent the potential for the Council to take advantage of opportunities or fail to meet stated strategic objectives and those that require strategic leadership. Service risks relate to service delivery and represent the potential for impact on individual services, or the experience of those who work within the services, i.e. employees, partners, contractors and volunteers, service users or clients in receipt of the services provided.

The Resources management team has lead responsibility for one of the Council’s seven strategic risks: Failure to deliver strong financial governance and sustainable budget management. In addition, the management team identified service specific risks for 2017/18. Both strategic and service specific risks are detailed below.

Actions to mitigate these risks are set out in Appendix 2 or in Resources operational plans, with the aim of improving or maintaining the current position (i.e. the current risk score).
	Risk
	Description
	Current Risk Score 
	Target Risk Score 

	Failure to deliver strong financial governance and sustainable budget management (Strategic Risk)
	Council fails to deliver strong financial governance through either its budgetary preparation and management processes or maintaining adequate reserves
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	Failure to provide assurance of the system of financial controls
	Either Internal Audit or External Audit is unable to provide assurances on the Council's financial control environment
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	Failure to identify sufficient savings options
	Due to the ongoing worldwide and UK economic weakness there is an ongoing risk in relation to future UK government and Scottish government financial support to Councils
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	Debt is not recovered efficiently or effectively, with inherent risk of financial loss
	The processes deployed in collection of monies owed to the council are inefficient and ineffective resulting in money not collected on time or having to be written off
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	Increase in the level of rent arrears due to the level of Welfare Reform changes and general state of economy
	Council sees an increase in its level of rent arrears due to lower disposable income and national changes to the national benefits regime and the ongoing economic position
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	Risk
	Description
	Current Risk Score 
	Target Risk Score 

	National delays in implementation; ineffective systems ICT or processes e.g. with the DWP affecting delivery of Welfare Reform changes
	Issues with system supporting delivery of Welfare Reform changes affects service delivery
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	Non-compliance to procurement reform legislation
	Failure to comply due to scale and complexity of changes to procurement legislation and guidance
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Appendix 1: Structure Chart
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Appendix 2: Action Plan 2017/18
	Priority
	Objective
	Action
	End Date
	Assigned to

	Social Mission
	Improved the wellbeing of communities and protected the welfare of vulnerable people
	Deliver legislative changes required by UK government Welfare Reform
	March 2018
	Arun Menon

	
	
	Develop and implement procurement plan to deliver community benefits through procurement processes
	March 2018
	Annabel Travers

	Organisational capabilities
	Strong financial governance and sustainable budget management
	Develop procurement leadership, governance and controls across the Council
	March 2018
	Annabel Travers

	
	
	Review and update the Council’s long-term finance strategy, including short, medium and long term budget projections which reflect the Council's (and other bodies’) corporate aims and objectives
	March 2018
	Stephen West

	
	
	Provision of timely and accurate accounting, budgeting and budgetary control processes for Council and associated bodies
	March 2018
	Gillian McNeilly

	
	
	Report agreed savings options & management adjustments through the budgetary control process  management and Council
	March 2018
	Gillian McNeilly

	
	
	Provision of timely and accurate financial accounts statements for Council and associated bodies
	September 2018
	Gillian McNeilly

	
	
	Provision of timely and accurate external returns to assist the Council in benchmarking for improved services and to maximise funding sources
	March 2018
	Gillian McNeilly

	
	
	Review ways to manage and reduce corporate debt handling
	March 2018
	Arun Menon

	
	
	Implement rent collection improvement plan to improve rent collection rates
	March 2018
	Arun Menon

	
	
	Implement Council Tax Improvement Plan actions to improve collection rates
	March 2018
	Arun Menon

	
	
	Deliver Internal Audit and Corporate Fraud Plans for 2017/8
	March 2018
	Colin McDougall


	Priority
	Objective
	Action
	End Date
	Assigned to

	Organisational capabilities (cont’d)
	Strong financial governance and sustainable budget management (cont’d)
	Continue to improve and deliver the Assurance Statement to support the Statement of Internal Financial Controls
	March 2018
	Colin McDougall

	
	
	Ensure Public Service Network compliance and monitor ICT security
	March 2018
	Colin McDougall

	
	
	Develop Agresso to enable process improvement
	March 2018
	Gillian McNeilly

	
	
	Continued development of the Agresso Debtors functionality and associated processes.
	March 2018
	Arun Menon

	
	
	Develop and implement new ways of working in procurement activity 
	March 2018
	Annabel Travers

	
	
	Widen the role of the Corporate Fraud team
	March 2018
	Colin McDougall

	
	
	Develop approach to Council compliance with Code of Good Governance 
	April 2017
	Colin McDougall

	
	
	Develop and implement service users’ feedback mechanisms across Resources
	March 2018
	Stephen West

	
	
	Develop and implement relevant and required guidance and training for users of finance services (including Community Councils)
	March 2018
	Gillian McNeilly

	
	
	Implement customer services improvement actions
	March 2018
	Stephen West

	
	Committed and dynamic workforce


	Implement improvements arising from staff survey
	March 2018
	Stephen West

	
	
	Prepare for the move of offices whilst maintaining service levels
	March 2018
	Stephen West

	
	
	Develop, implement and evaluate a local action plan, in line with the Council’s employee wellbeing strategy
	March 2018
	Stephen West

	
	
	Implement ‘Be the Best’ conversations 
	March 2018
	Stephen West

	
	Strong corporate governance
	Implement improvement action plans arising from self-evaluation process
	March 2018
	Stephen West

	
	
	Implement actions from the PSIAS evaluation
	March 2018
	Stephen West

	
	
	Implement actions arising from the PCIP evaluation
	March 2018
	Stephen West

	Legitimacy and Support
	Constructive partnership working and joined-up service delivery
	Develop supplier relationship management across the Council
	March 2018
	Annabel Travers


Appendix 3: Performance Indicators 2017/18

The following performance indicators will be integrated in the Action Plan (Appendix 2) and monitored, managed and reported in line with the Performance Management Framework:

Strategic Plan PIs:
	CS/FICT/SPI1/002
	Amount of free reserves - HRA

	CS/FICT/SPI1/003
	Amount of free reserves - General Services

	RES/PRO/001
	External assessment of procurement - PCIP score (Procurement and Commercial Improvement Programme)

	SCORP07
	Percentage of income due from council tax received by the end of the year

	SHSN01a
	Current tenants' arrears as a percentage of total rent due

	SHSN01b
	Gross rent arrears (all tenants) as at 31 March each year as a percentage of rent due for the reporting year

	CS/CCS/015
	Percentage of Audit Scotland-led Shared Risk Assessment and Improvement Plans areas assessed as having no significant risk


Local Government Benchmarking Framework PIs:

	SCORP01
	Support services as a % of total gross expenditure

	SCORP02
	Corporate and democratic core costs per 1,000 population

	SCORP04
	Cost of collecting council tax per dwelling 

	SCORP07
	Percentage of income due from council tax received by the end of the year 

	SCORP08
	Number of invoices paid within 30 calendar days of receipt as a percentage of all invoices paid

	SHSN01b
	Gross rent arrears (all tenants) as at 31 March each year as a percentage of rent due for the reporting year


Local PIs: 
	CS/FICT/031
	Amount of free reserves as a percent of prudential reserve target (HRA)

	CS/FICT/033
	Amount of free reserves as a percent of prudential reserve target (GS)

	CS/FICT/SPI1/001
	Outstanding sundry debt as a percent of total that is more than 90 days old

	CS/FICT/035
	Annual spend with all contracted suppliers as a percentage of core spend

	CS/PR/01
	Annual Cash Savings target achieved

	CS/FI/LPI001
	Time to process new claims applications from date of receipt to decision

	CS/FI/LPI002
	Time to process change in circumstance from date of receipt to decision

	H/SSHC/CI/30

	Rent collected as a % of total rent due

	RES/FIN/001
	Percentage of budgetary control reports delivered on time

	RES/FIN/002
	Percentage variance to budget projected

	RES/FIN/003
	Percentage of annual accounts delivered on time

	RES/FIN/004
	Percentage of external returns submitted on time

	RES/FIN/005
	Percentage of Agresso Project Plan implemented on time

	RES/IAF/001
	Percentage of Audit Plan completed

	RES/IAF/002
	Percentage of corporate fraud target achieved

	RES/RES/001
	Number of service users’ feedback processes undertaken and evaluated

	RES/RES/002
	Percentage of Staff Survey Improvement Plan completed

	RES/PRO/003
	Percentage of P2P savings target achieved

	RES/PRO/004
	Percentage of all contracts delivering community benefits

	RES/PRO/005
	Percentage of spend on contract

	RES/PRO/006
	Percentage of contracts with at least 1 supplier management meeting per yr

	SL/Absence/Res/1
	Resources Absence


Appendix 4: 2017/18 Resources Workforce Plan
Introduction 

The purpose of this Workforce Plan is to highlight and plan for the management of key workforce issues which are necessary to fully support the delivery of the Strategic Lead area Delivery Plan. These workforce issues cover the full period of the Delivery Plan and have significant implications in terms of organisational change, resource planning, resource profiling, skill mix, learning and development and restructuring.
The plan also provides details of the current workforce profile of the Strategic Lead area, allowing for observations and assumptions to be drawn based upon workforce demographics and the impact this has in relation to resources and service delivery. Sickness absence information has also been included as reduction in this area is a key service priority for the council.
The plan is broken down as follows:
1. Summary of the Key Service Priorities/Issues and Resource Implications;

2. Longer term Key Service Priorities/ Issues and Resource implications; and
3. Establishment and resource Information.
1. Summary of the Key Priorities/Issues and Resource Implications

The table below provides details of priorities or issues which will happen and conclude during the current financial year and their implications.
	Priority/ Issues
	Resource or Skill implication
	Action required
	Cost/Saving
	Lead Officer

	Develop and implement procurement plan to deliver community benefits through procurement processes.
	Staff training on changes to legislation to ensure equipped to implement changes to support best practice.  Not associated with this priority but due to volume of tenders being progressed an additional 4 fixed term employees being recruited for 6 months. 
	Rollout of changes within Council service areas.
	Will be funded from existing resources
	Annabel Travers

	Continue the development of the Agresso debtors functionality and associated processes.
	Additional Grade 5 Process Improvement post being introduced for 6 months to progress. Staff training to ensure best practice is implemented
	Implement system changes and rollout required process and policy changes to relevant service areas
	Will be funded from existing resources
	Arun Menon

	Priority/ Issues
	Resource or Skill implication
	Action required
	Cost/Saving
	Lead Officer

	Develop Agresso to improve functionality of the accountancy systems.
	Staff training on changes to ensure equipped to implement changes to support best practice.
	System changes may lead to reduction in staffing.
	Efficiencies will be calculated as part of the project and factored into the budgeting process
	Gillian McNeilly

	Implement legislative changes relating to Welfare Reform
	There will be a significant impact on staffing within Benefit Section when Universal Credit is introduced.
	Review current and future staffing requirements.  Consultation with employees and trade unions on changes to working practices.
	Efficiencies will be calculated as part of the project and factored into the budgeting process
	Arun Menon

	Develop and implement rent collection improvement plan to improve collection rates
	Appropriate practice and policy changes will be implemented by relevant staff.
	Implement new ways of working alongside colleagues within Housing Services
	Maintain or improve rent collection performance, no specific target
	Arun Menon

	Develop and implement Council Tax Improvement Plan to improve collection rates.
	Appropriate practice and policy changes will be implemented by relevant staff.
	Implement new ways of working 
	Increased collection performance, no specific target
	Arun Menon

	Scope and progress solutions to manage and reduce corporate debt.
	Staff training on system and process changes being implemented.
	Review current and future staffing requirements as systems and processes are streamlined.
	Increased collection performance, no specific target
	Arun Menon

	Deliver internal audit and fraud plans for 2017/18
	No specific resource or skills implications.
	Ongoing work to target and detect fraud
	£18u0,000
	Colin McDougall

	Corporate Review of Admin Support Phase 2 (Education Schools)


	Review of current model and modernise.  As a result, potential reduction in staffing numbers.


	Review current and future staffing requirements.  Consultation with employees and trade unions on changes to working practices.
	Efficiencies will be calculated as part of the project and factored into the budgeting process
	Arun Menon

	Priority/ Issues
	Resource or Skill implication
	Action required
	Cost/Saving
	Lead Officer

	Implementation of Management Savings and ongoing restructuring across services.
	Potential reduction in staffing numbers.  Retraining/redeployment of staff.
	Staff and trade union briefings.  Consultation with employees.
	TBC
	All Managers

	Improvement in attendance.
	Implement actions arising from employee wellbeing group.
	Target specific problem areas.  Develop specific actions to address areas of concern.
	Savings dependent on reduction in number of days lost.
	All Managers.

	Implement Be The Best Conversations
	Rollout to all service areas
	Target of 100% by 2017 
	None
	All Managers


2. Longer term Key Service Priorities/ Issues and Resource implications
This section details priorities or issues, which will start in the next financial year but will conclude beyond this period or have been agreed in this financial year but will commence at a later date.

	Period that priority will impact over
	Priority/ Issues
	Potential resource or skill implication
	Potential actions required
	Cost
	Lead Officer

	2017-2019
	Implementation of phase 2 P2P Project
	This project will automate the procurement process and have an impact on staffing employed throughout the Council involved in procurement.
	Review of staffing as changes implemented.
	Cost to be finalised as part of project, it is expected this project will generate savings.
	A Travers

	2018-2019
	Develop a range of savings options to achieve budget savings targets.
	Review current and future staffing requirements.
	 Efficiencies will be calculated and factored into the budgeting process


	 TBC
	All managers


3. Establishment and Resource Information
The data listed below relates to the profile of the Strategic Lead area workforce as at 1st April 2017 and examines changes in that profile over time.  Comparison is not provided in instances where new workforce profile information is being reported for the first time.

1. Headcount

	 
	Apprentice
	Casual
	Fixed-Term
	Permanent
	Total

	Audit & Fraud
	0
	0
	0
	11
	11

	Business Support
	0
	0
	2
	117
	119

	Finance
	0
	0
	1
	47
	48

	Procurement
	0
	0
	2
	18
	20

	Resources Total
	0
	0
	5
	193
	198


Resources currently employ 198 staff, a reduction of 11 when compared to the same period in 2015-16.  In the past year 5 employees within business services and audit and fraud were released on voluntary severance/early retirement and posts deleted following restructures in these areas
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2. Full Time equivalent
	 
	Apprentice
	Fixed-Term
	Permanent
	Total

	Audit & Fraud
	0.00
	0.00
	9.60
	9.60

	Business Support
	0.00
	2.00
	99.99
	101.99

	Finance
	0.00
	1.00
	39.50
	40.50

	Procurement
	0.00
	2.00
	17.36
	19.36

	Resources Total
	0.00
	5.00
	166.45
	171.45


There has also been a reduction in FTE employees within Resources during the course of the year, from 181.53 FTE to 171.45 FTE.
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3. Fixed-Term Contract
	
	FTCs Ending in Next 6 Months
	
	
	

	Audit & Fraud
	0
	
	
	

	Business Support
	0
	
	
	

	Finance
	0
	
	
	

	Procurement
	2
	
	
	

	Resources Total
	2
	
	
	


There are 9 employees on fixed term contracts with an ending date within the next 6 months.  The majority of these fixed term contracts ending are employed within Business Support.  There are no employees within resources with a fixed term contract for more than 2 years.
4. Full-time/Part-time Split
	 
	Full-Time
	Part-Time

	Audit & Fraud
	8
	3

	Business Support
	70
	49

	Finance
	26
	22

	Procurement
	18
	2

	Resources Total
	122
	76


62% of employees working in resources are full-time and 38% part-time.  Part-time workers are fairly evenly split across all sections other than procurement where split is 98% full-time and 2% part-time.
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5. Grade Profile 

Number of staff under each grade

	 
	Grade 1
	Grade 3
	Grade 4
	Grade 5
	Grade 6
	Grade 7
	Grade 8
	Grade 9
	Grade 10
	Grade 11
	Grade 12

	Audit & Fraud
	0
	1
	0
	0
	1
	2
	6
	0
	0
	0
	1

	Business Support
	1
	73
	10
	24
	0
	7
	0
	2
	1
	0
	1

	Finance
	0
	6
	0
	15
	0
	11
	9
	0
	6
	0
	1

	Procurement
	1
	0
	4
	0
	4
	0
	6
	0
	4
	0
	1

	Resources Total
	2
	80
	14
	39
	5
	20
	21
	2
	11
	0
	4


The salary profile within Resources is as you would expect given the functions undertaken, with the most populated being Grades 3 and 5 with less in the professional grades.

Percentage of staff under each grade
	
	
	
	
	
	
	
	
	
	
	

	 
	Grade 1
	Grade 2
	Grade 3
	Grade 4
	Grade 5
	Grade 6
	Grade 7
	Grade 8
	Grade 9
	Grade 10
	Grade 11
	Grade 12

	Audit & Fraud
	0.0%
	0.0%
	9.1%
	0.0%
	0.0%
	9.1%
	18.2%
	54.5%
	0.0%
	0.0%
	0.0%
	9.1%

	Business Support
	0.0%
	0.0%
	61.3%
	8.4%
	20.2%
	0.0%
	5.9%
	0.0%
	1.7%
	0.8%
	0.0%
	0.8%

	Finance
	0.0%
	0.0%
	12.5%
	0.0%
	31.3%
	0.0%
	22.9%
	18.8%
	0.0%
	12.5%
	0.0%
	2.1%

	Procurement
	5.0%
	0.0%
	0.0%
	20.0%
	0.0%
	20.0%
	0.0%
	30.0%
	0.0%
	20.0%
	0.0%
	5.0%

	Resources Total
	5.0%
	0.0%
	40.4%
	7.1%
	19.7%
	2.5%
	10.1%
	10.6%
	1.0%
	5.6%
	0.0%
	2.0%
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6. Gender Profile

	
	Female
	Male

	 
	Headcount
	Percentage
	Headcount
	Percentage

	Audit & Fraud
	5
	45.5%
	6
	54.5%

	Business Support
	101
	84.9%
	18
	15.1%

	Finance
	42
	87.5%
	6
	12.5%

	Procurement
	12
	60.0%
	8
	40.0%

	Resources Total
	160
	80.8%
	38
	19.2%


The gender split within resources is 80.8% female and 19.2% male.  There has been no significant change and very little variance when compared with the previous year (2015-16).
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7. Age Profile
	Age Profile – Headcount 
	
	
	
	
	
	
	
	
	
	

	 
	16-19
	20-24
	25-29
	30-34
	35-39
	40-44
	45-49
	50-54
	55-59
	60-64
	65+

	Audit & Fraud
	0
	0
	0
	1
	0
	1
	1
	4
	3
	1
	0

	Business Support
	0
	9
	11
	6
	18
	14
	25
	18
	15
	3
	0

	Finance
	0
	0
	1
	0
	7
	9
	13
	9
	8
	1
	0

	Procurement
	0
	1
	1
	5
	3
	2
	3
	3
	2
	0
	0

	Resources Total
	0
	10
	13
	12
	28
	26
	42
	34
	28
	5
	0


The age profile within Resources if fairly evenly split over the 35- 60 age groups which equates to 80% of the workforce.  Only 20% of employees within resources are between 16 and 34.  There are no employees presently employed within resources over the normal retirement age of 65.

Age Profile – Percentage

	 
	16-19
	20-24
	25-29
	30-34
	35-39
	40-44
	45-49
	50-54
	55-59
	60-64
	65+

	Audit & Fraud
	0.0%
	0.0%
	0.0%
	9.1%
	0.0%
	9.1%
	9.1%
	36.4%
	27.3%
	9.1%
	0.0%

	Business Support
	0.0%
	7.6%
	9.2%
	5.0%
	15.1%
	11.8%
	21.0%
	15.1%
	12.6%
	2.5%
	0.0%

	Finance
	0.0%
	0.0%
	2.1%
	0.0%
	14.6%
	18.8%
	27.1%
	18.8%
	16.7%
	2.1%
	0.0%

	Procurement
	0.0%
	5.0%
	5.0%
	25.0%
	15.0%
	10.0%
	15.0%
	15.0%
	10.0%
	0.0%
	0.0%

	Resources Total
	0.0%
	5.1%
	6.6%
	6.1%
	14.1%
	13.1%
	21.2%
	17.2%
	14.1%
	2.5%
	0.0%
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8. Length of service with WDC

	
	
	
	
	
	
	

	
	Less than 1 year
	1 to 9 years
	10 or more years

	 
	Headcount
	Percentage
	Headcount
	Percentage
	Headcount
	Percentage

	Audit & Fraud
	0
	0.0%
	4
	36.4%
	7
	63.6%

	Business Support
	6
	5.0%
	37
	31.1%
	76
	63.9%

	Finance
	1
	2.1%
	6
	12.5%
	41
	85.4%

	Procurement
	4
	20.0%
	10
	50.0%
	6
	30.0%

	Resources Total
	11
	5.6%
	57
	28.8%
	130
	65.7%


As with most Council services the highest proportion of staff (65.7%) have service that exceeds 10 years. 
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9. New Start Employees

	 
	Apprentice
	Fixed-Term
	Permanent

	Audit & Fraud
	0
	0
	0

	Business Support
	0
	0
	6

	Finance
	0
	1
	0

	Procurement
	0
	2
	2

	Resources Total
	0
	3
	8


There were 11 new starts over the course of the year 3 fixed term and 8 permanent.  This was significantly lower than 2015/16 when 26 new employees were recruited, 15 permanent, 10 fixed term and 1 apprentice.

10. Turnover

	 
	Staff at 1 April 2016
	Staff at 1 April 2017
	Average
	Leavers
	Turnover %

	Audit & Fraud
	12
	11
	12
	3
	26.09%

	Business Support
	123
	119
	121
	12
	9.92%

	Finance
	53
	48
	51
	3
	5.94%

	Procurement
	21
	20
	21
	2
	9.76%

	Resources Total
	209
	198
	203.5
	20
	9.83%


Turnover of staff within resources increased from 6.97% in 2015/16 to 9.83% in 2016/17 however is still fairly low.

11. Leavers

	 
	Death in Service
	Dismissal - End of Cont
	Redundancy
	Resignation
	Retiral - Age
	Retiral - Efficiency
	Total

	Audit & Fraud
	0
	0
	0
	1
	1
	1
	3

	Business Support
	0
	3
	0
	4
	0
	5
	12

	Finance
	0
	0
	0
	0
	0
	3
	3

	Procurement
	0
	0
	0
	2
	0
	0
	2

	Resources Total
	0
	3
	0
	7
	1
	9
	20


The leaver’s statistic reflects a slight increase in the numbers reported last year with a total of 20 leavers this year against 14 last year with the distribution of reasons being similar with the majority leaving through retirement options.  There has been a slight increase in the number of resignations.
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Number of staff who left in their first year of employment with WDC
	 
	Headcount

	Audit & Fraud
	0

	Business Support
	3

	Finance
	0

	Procurement
	0

	Resources Total
	3
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12. Apprentices.
The Resources section did not have any apprentices in 2016-17.
13. Maternity/Paternity Leave
	 
	Maternity Leave
	Paternity Leave
	Total
	% of employees

	Audit & Fraud
	0
	0
	0
	0.0%

	Business Support
	5
	0
	5
	4.1%

	Finance
	3
	0
	3
	5.9%

	Procurement
	2
	0
	2
	9.8%

	Resources Total
	10
	0
	10
	4.9%


There has been a slight reduction in the number of employees who took maternity and paternity leave this year.  
14. Sickness Absence

	 

April

May

June

July

Aug

Sept

Oct

Nov

Dec

Jan

Feb

Mar

Year End

2015-16

0.32

0.57

0.32

0.79

0.83

0.79

0.8

0.66

0.93

0.92

0.99

0.94

8.93

2016-17

0.66

0.6

0.65

0.86

0.87

1.05

0.97

1.27

1.01

0.75

0.46

0.49

9.63
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The graph above details the monthly trend for the 12 month period (April 2016 – March 2017) in comparison to the same period in 2015-16.  Resources recorded absences of 9.63 FTE days lost in 2016-17, an increase of 7.84% on previous year and did not achieve target of 7 FTE days lost per employee.
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