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1. Introduction 
 

1.1 Section Profile: 
 
The Performance and Projects Service is comprised of the following service units: 
 

Service Unit Manager Staff 

Business Technology Colin White 3 x Business Technology Officer 
2 x Business Technology Technician 

Performance Improvement Moira McVeigh 2 x PI Officer 
GIS Officer  

Procurement Debbie Bolton Procurement Officer 
Procurement Assistant 

Projects and Capital – 
note it is proposed that 
this unit will become a 
separate Service during 
the 2019/20 year 

Jim McLean (interim 
cover)  

Project & Capital Administrator 
3 x Corporate Project Officer 

 
The chart below shows where the Performance and Projects Service sits within the 
organisation.   
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1.2 Why do we deliver the service? 
 
This Service was established not only to support Council services on the above functions but 
to add value to Services to achieve more efficient and effective performance. This is 
achieved through empowering and developing relevant skills across the Council to enable 
improvement; providing constructive challenge as a business partner to improve Council 
services; and through the identification, sharing and adoption of good practice and 
performance improvement opportunities. 
 
We aim to support the Council to be a high performing organisation through the provision of 
knowledge, skills, expertise, good practice and resource to all Council services on relevant 
projects, performance improvement activities, procurement and business technology  
 
 
1.3 What is the purpose of the service? 
 

Our purpose is best summarised as: we Support, Add Value, Enable and Develop. 

 
The SAVED mnemonic not only summarises what the Service does but also the desired 
outcome i.e. saving time and money for our ratepayers and Council Services. 
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2. Customers/Stakeholders 
<This section will help us to understand how customers contact the service.   Insert a brief analysis of any key stakeholders in relation to your 
service and its plans for the period of the plan.> 

 

2.1 Who are your customers and what do you know about them? 
 

Customers Profile / characteristics Interest 
How much does our work 
and our plans impact upon 
this stakeholder and vice 
versa? (Low, Medium or 
High) 

Power 
How much influence does 
this stakeholder have over 
the success or failure of 
our work and our plans? 
(Low, Medium or High) 

Support 
What is this stakeholder’s 
current view of our work 
and our plans? (Supporter, 
Neutral or Critic) 

CLT 
 

Chief Executive and 
Directors 

Medium/High High Supporter 

HOST 
 
 

Heads of Service, typically 
with responsibility for a 
Service comprised of a 
broad range of functions 

High High Supporter 

Service Unit 
Managers 

Managers, typically with 
responsibility for specific 
functional unit 

High Medium Supporter 

All staff The entire ANDBC staffing 
population 

High Low Supporter 

Elected Members 40 Aldermen and 
Councillors 

Medium High Supporter 

NIAO Northern Ireland Audit Office Low/Medium Medium Neutral 

Residents and the 
wider public 

157,000 residents Medium Low Neutral 

Businesses All businesses in ANDBC Medium Low Neutral 

Wider public 
sector 

Other Councils 
Govt Departments and other 
agencies 

Low/Medium Medium Neutral 
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2.2  What are your customers’ needs/demand levels? 
 

Customers Needs / demands from the service 
CLT 
 

Supporting compliance 
Enabling performance improvement and transformation 
Communication 

HOST 
 
 

Supporting Services 
Supporting compliance 
Enabling performance improvement and transformation 
Communication 

Service Unit 
Managers 

Supporting Services 
Supporting compliance 
Enabling performance improvement and transformation 
Communication 

All staff Supporting compliance 
Communication 
Transfer of knowledge 
Enabling performance improvement and transformation 

Elected Members Supporting compliance 
Enabling performance improvement 

NIAO Supporting compliance 
Enabling performance improvement and transformation 

Residents and the 
wider public 

Supporting compliance 
Providing value for money 
Communication 
Enabling performance improvement and transformation 

Businesses Providing skills and opportunities to bid for services/supplies 

Wider public sector Applications for grant aid and evidencing of same 
Policy input and delivery 
Partnership on policy and delivery to improve services and 
efficiency 

 

2.3 Customer satisfaction / needs 
Satisfaction from Council staff ‘clients’ during 2018/19 was extremely positive with 100% 
rating the Service as at least 6 out of 10, with 95% of these rating it as 8 out of 10 or higher. 
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3. Context, Challenges and Assumptions 
 

3.1 Context 
 
Current external factors potentially influencing this service include: 
 

Political 
Brexit 
No NI Executive and associated uncertainty 
City Deals and Confidence and Supply Deal 
Public negativity and frustration re local 
politics 
2019 LG elections 
Global political changes 

Economic 
Loss of EU grants (Brexit) 
Loss of NI grants due to budget uncertainty 
Rate increases 
Increasing pressure on local businesses 
Expectation on Council value for money on 
rates 
Efficiency agenda – more for less 
Increased interest rates 

Social 
Lower disposable income 
Increasingly older local population 
Expectation on Council value for money on 
rates 
Raised expectation from City Deals and 
Confidence and Supply Deal 
 

Technological 
Threat of cyber crime 
Connectivity 
Increased usage 
Mobile Channel shift to online working 
Cloud-based computing 
Public expectation for digital 
channels/services 
Mobile/home working capabilities 
Supporting new ways of working e.g. hot-
desking 

Legal/Compliance 
GDPR 
Modern Slavery 
Single use plastic ban 
Social value clauses 
Rural proofing 
Procurement regulations 
Legislative changes due to Brexit 
Increased audit scrutiny 

Environmental 
Zero Carbon regulations 
Sustainability issues 
Global warming – emergency planning and 
business continuity 

 
3.2 What changes are you expecting in the next few years? 
The Service will need to continually evolve to help the Council adapt to the above and grasp 
opportunities presented. It is assumed that any identified resources will be available to 
enable this. In particular, resourcing may be impacted by the Council’s sizeable capital 
programme, the growing use of technology and demand for support on same, ‘Brexit’ 
impacts on procurement policy and delivery and the efficiency and transformation agenda. 
 

3.3 What are your future challenges? 
Challenges include legislative compliance in a changing environment, responding to 
technological threats and opportunities presented by cloud-based computing and mobile 
working, and supporting the Council to deliver capital and performance improvement 
projects in the context of finite financial resources. In particular, the Council’s extensive 
Capital programme is likely to have implications on capacity in terms of both financial cost 
(capital plus revenue to provide for pre-construction costs and post-construction operation) 
and human resource to deliver the projects and successfully operate facilities thereafter. 
Other issues are summarised in the following SWOT Analysis (developed by the team) 
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Strengths Weaknesses 

• Collaboration 

• Teamwork 

• Enjoyable service to work in 

• No silo mentality 

• Strong technical skills 

• Communication 

• Proactivity 

• Problem solvers 

• Breadth and depth of experience 

• Strong performance results 

• Limited resilience – reliance on key 
individuals 

• Potentially reduced career 
development/succession planning 
opportunities 

• Expectation management - not 
strong on saying “no” or “not now” 

Opportunities Threats 

• City Deal 

• Mobile working 

• Wider use of other emerging 
technology including robot 

• Wider use of GIS 

• Can champion behaviour charter 

• Expanding partnerships on 
technology, procurement, 
performance and capital projects 

• Funding/financial constraints 

• Risk of loss of staff 

• Cyber security 

• Political stability 
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4. Opportunity for Improvement 
 

4.1 Reflection of Service Performance 

• The Service’s performance in 2018/19 (to date) has been positive. There has been a 
wide range of tenders progressed by the Procurement Unit, achieving improved 
services and cost savings. A range of Performance Improvement projects have led to 
enhancements for our customers (including upcoming Core2 and Purchase to Pay 
improvements). Our Business Technology team has enabled new ways of working 
through new infrastructure and the greater use of cloud services whilst improving the 
Council’s resilience against the threat of cyber attacks. Our Project and Capital Unit 
have completed a range of projects to enhance facilities across the Borough. The 
capital portfolio currently includes 35 projects valued at over £147m, with some of 
these at concept stage and yet to be costed. 

• Satisfaction from Council staff ‘clients’ during 2018/19 was extremely positive with 
100% rating the Service as at least 6 out of 10, with 95% of these rating it as 8 out of 
10 or higher. 93% of Performance and Projects staff indicated high morale. 

•  89% of Service targets were met in 2017/18 with below target performance limited to 
the delayed progression of a Project Handbook and review of corporate expenditure, 
due to high workloads and long-term sickness. 89% of Service targets were met in 
2018/19 (to date) with below target performance limited to standardisation of ICT 
hardware, due to competing workloads.  

• Despite excellent past performance, there is concern that the current model is 
unstainable for future success, in view of increasing workloads and demands. The 
current resourcing profile is expected to inhibit realisation of Council’s aspirations 
across capital projects, procurement effectiveness and efficiency, harnessing 
technology and delivering transformation, efficiency and performance improvement. It 
is anticipated that, unless addressed, the status quo, in view of increasing demands, 
will lead to a decline in performance and missed opportunities. 

• It is proposed that the Project and Capital Unit will separate from this service during 
2019/20, to better provide for dual focus on the extensive capital portfolio, including 
Belfast Region City Deal projects, and the transformation and efficiency agenda.  

• It will also be necessary to review resources for the remainder of the Service during 
2019/20 with a view to making any changes without additional burden on the rate 
payer. This should seek re reflect: 

o Untapped potential for efficiencies through better corporate contracts – in 

Procurement 

o The need to effectively support a larger organisation through technology and 

to protect against a growing threat of cyber chime – in Business Technology  

o The need to effectively resource and increased pace of performance 

improvement and transformation – in Performance Improvement and 

Business Technology  

o The need to maintain good governance including legal and audit compliance, 

risk management and the adoption of good practice – All 

o The need to adapt to changes as a result of Brexit – Procurement and 

Business Technology 

• Proposed objectives for this Service have evolved from those previously used. One 
objective focuses on each of the 4 Service Units, with an additional overarching 
objective for the progression of the whole Service. There is a greater focus on 
efficiency and working smarter – the service will proactively engage with other 
Council services to aid service transformation and efficiency. 

• Some Measures will be replaced or refined to give greater focus on the achievement 
of the objectives/actions and make them more outcome based, though many 
measures from 18/19 will carry forward. 
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5. How will the Performance and Projects Service contribute to 
corporate objectives? 
 
The Performance and Projects Service can be expected to have a direct impact on the 
following:   
 
 

Outcome/Objective Service objectives 

• Deliver high quality 
customer focussed 
services (Corporate 
Objective) contributing 
to civic pride and 
community plan 
outcomes 

• We will provide excellence in Business 
Technology services to help improve Council 
performance 

 

• We will provide excellence in Procurement 
services to help improve Council performance 

 

• We will provide excellence in Capital Projects 
services to help improve Council performance 

 

• We will partner with, and provide PI support to, 
Services to achieve a step change in efficiency 
and productivity to deliver the best outcomes for 
local communities. 

• Be financially 
responsible (Corporate 
Objective) 

 

• Maximise the potential 
of our staff to deliver 
outcomes (Corporate 
Objective) 

• We will do the right things right – we will invest in 
and improve our working practices, skills and 
knowledge 
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6.  Key activities for 2019/20 
 

SERVICE: Performance and Projects 

Community Plan Outcome: Note: Supports other services in the achievement of community plan objectives 

Corporate Objective: Deliver high quality customer focussed services 

Service Objective: We will provide excellence in Business Technology services to help improve Council performance 

Underpinning strategies:  
 

What are the Business as Usual 
activities we will deliver (actions)? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need to 
help us? 
(Internal/External 
partners) 

Deliver Service Desk Function Ensure Council can conduct their day to day 
operations. 

% service calls 
satisfactorily 
addressed within 
timescales 
 
% client satisfaction 

Business 
Technology 
Officers 

3rd party support 

Proactively monitor server/network 
infrastructure and security systems to 
ensure compliance with ICT policies and 
National Cyber Security Centre (NCSC) 
guidance. 

Ensure availability of data and systems to 
allow Council to operate. 
 
Reduce risk and impact of cyber-attack. 
  
 

% systems and 
network uptime. 
 
% systems with 
required critical 
security patches  
 
 
 

Business 
Technology 
Officers 

3rd party support 
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What service 
development/improvement will we 

undertake in 2019/20? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

Standardise technology provision and 
reduce/remove underutilised 
hardware and software where 
possible 

Ensure hardware and software is 
within its support life cycle. 
 
Reduced support costs. 
 

% reduction in software 
versions/hardware 
variants. 

Business 
Technology 
Officers 

 No 

Champion use of new technology in 
support of Council’s transformation 
process. 
 
 
 
 

Help drive efficiencies within the 
Council and contribute towards 
organisational transformation. 

% clients reporting 
increased 
knowledge/utilisation of 
up to date 
hardware/software 

Business 
Technology 
Manager 

Performance 
Improvement, 
Other Service 
Area’s 

Depends 
on 
project 

Review method for financial reporting 
of centralised Business Technology 
budget to other Services and process 
for prioritisation of hardware/software 
revenue spend. 

Visibility of how much each Service 
spends on Business Technology 
equipment/services. 
 
Ensure revenue spend is prioritised 
correctly to meet customer needs. 

Process in place for 
reporting to Services 
their share of BT 
budget and for 
prioritisation of revenue 
spend. 

Business 
Technology 
Manager 

Finance No 

 
 

What service / activities will we 
be stopping / changing in 2019/20 

Reason for stopping / 
changing activity 

Savings Impact on 
Performance 

Impact on the Public Impact on staffing 
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Performance Measures 

(should include those outlined above and relevant 

measures from Community, Corporate and Performance 

Improvement Plans plus those that are Statutory) 

Is the measure 
Statutory,  
Corporate, Existing or 
New? 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual to 
date 

2019/20 
Target / 
standard 

% service calls satisfactorily addressed within 
timescales 

Existing 94% 95% 97% 97% 97% 

% client satisfaction Existing NA 93% 100% Measured Q4 90% 

% systems and network uptime Existing 99.7% 99.5% 99.9% 98% 98% 

% systems with required critical security patches  New NA NA NA NA 80% 

% reduction in software versions/hardware variants Existing NA NA NA 14% 10% 

% clients reporting increased knowledge/utilisation of 
up to date hardware/software 

Existing NA NA NA Measured Q4 50% 

Process in place for reporting to Services their share 
of BT budget and for prioritisation of revenue spend. 

New NA NA NA NA Completed 
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SERVICE: Performance and Projects 

Community Plan Outcome: Note: Supports other services in the achievement of community plan objectives 

Corporate Objective: Deliver high quality customer focussed services 

Service Objective: We will provide excellence in Procurement services to help improve Council performance 

Underpinning strategies:  
 

What are the Business as Usual 
activities we will deliver (actions)? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need to 
help us? 
(Internal/External 
partners) 

Facilitate Council tenders Goods and services available. 
Good governance ensures compliance with 
Public Contracts Regulations 2015 

No. of successful 
procurement 
challenges 
% satisfactory audit 
reports  
% client satisfaction of 
score 9 or above 

Procurement 
Manager 

All client Services 

SME training Increase knowledge of external local supply 
base 

% clients trained 
reporting increased 
knowledge of 
procurement 

Procurement 
Manager 

Economic 
Development 

Officer training Increase knowledge of internal customers % of Council trained 
on procurement 

Procurement 
Manager 

Managers and all 
staff 

 
 

What service 
development/improvement will we 

undertake in 2019/20? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

Implement corporate and multi-
council collaborative contracts 

Reduction in non-contract spend 
Increased efficiencies  

£ savings Procurement 
Manager 

All client 
Services 

No 

Apply best value practices, establish 
working groups to implement 
collaborative corporate tenders and 
enhance reporting of efficiencies 

Increased efficiencies  £ savings Procurement 
Manager 

All client 
Services 

No 

Develop and implement policies to 
comply with recent legislative 

Compliance with Brexit / modern 
slavery / single use plastic ban 

% satisfactory audit 
reports  

Procurement 
Manager 

All client 
Services 

No 
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What service 
development/improvement will we 

undertake in 2019/20? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

developments on Modern Slavery in 
the Supply Chain, Brexit (The Public 
Procurement (Amendment etc.) (EU 
Exit) Regulations 2019) and revision 
of the Sustainable Procurement Policy 
to allow for the single use plastic ban. 

 

Plan of work to 2025 to ensure multi-
year contracts  

Continuity of service 
Spread of workload 
Increased efficiencies 

Date of completion of 
plan 

Procurement 
Manager 

All client 
Services 

No 

 
 
 
 

What service / activities will we 
be stopping / changing in 2019/20 

Reason for stopping / 
changing activity 

Savings Impact on 
Performance 

Impact on the Public Impact on staffing 

Cost driven annual tenders Change to strategic multi-year 
contracts delivering best value 

 Increased 
efficiencies 

Best value approach 
to services 

 

If same resources, only contracts 
in the current pipeline will be 
facilitated 

Competing workloads with 
increase in tenders 

 Limited flexibility to 
address urgent 
requests and/or 
responding to 
delays 

Potential impact on 
service delivery and 
value for money 

 

 
 

Performance Measures 

(should include those outlined above and relevant 

measures from Community, Corporate and Performance 

Improvement Plans plus those that are Statutory) 

Is the measure 
Statutory,  
Corporate, Existing or 
New? 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual to 
date 

2019/20 
Target / 
standard 

No. of successful procurement challenges Existing 0 0 0 0 0 

£ savings Existing - - £89,221 £196,420.10 £250,000 

% satisfactory audit reports  Existing 100% 100% Not yet 
available 

Not yet 
available 

100% 
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Performance Measures 

(should include those outlined above and relevant 

measures from Community, Corporate and Performance 

Improvement Plans plus those that are Statutory) 

Is the measure 
Statutory,  
Corporate, Existing or 
New? 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual to 
date 

2019/20 
Target / 
standard 

Client satisfaction Existing - 92% 90% of 
score 9 or 
above 

- 95% of 
score 9 or 
above 

% clients trained reporting increased knowledge of 
procurement 

New - - - - 95% 

% of Council trained on procurement New - - - - 50% 

Date of completion of plan New - - - - April 2019 
Increased efficiencies New - - - -  

Limited flexibility to address urgent requests and/ or 
responding to delays 

New - - - -  
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SERVICE: Performance and Projects 

Community Plan Outcome: Note: Supports other services in the achievement of community plan objectives 

Corporate Objective: Deliver high quality customer focussed services 

Service Objective: We will provide excellence in Capital Project services to help improve Council performance 

Underpinning strategies:  
 

What are the Business as Usual 
activities we will deliver (actions)? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need to 
help us? 
(Internal/External 
partners) 

Delivery of agreed Council capital project 
portfolio 

Fulfil expectations/demand from Members, 
Ratepayers and other Service Units 

% CPP RAG status 
showing ‘green’  
% CPP ‘Projects in 
Delivery’ achieved 
within approved 
budget 
% Client satisfaction 

Project Officers Client Services, 
internal 
stakeholders and 
external 
professional 
services 

Advisory Services to other Service Units Provision of strategic advice without the 
need to invest in other resources 

% Client satisfaction HOS 
PCU Manager 

 

 
 

What service 
development/improvement will we 

undertake in 2019/20? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

Enhance project governance 
including through completion and 
rollout of Project Management 
Handbook (PMH) 

•  Provide clarity (reduce 
challenges) re process & 
responsibilities. 

• Aid robust and 
methodical project 
management. 

Date PMH Consultation 
Process commenced 
 
Date PMH completed 

CPO BMacS, 
P&C Admin 

CPOs 
Clients 
P&P 

No 

Engagement with other 
Councils/external expertise 

• Sharing good practice 
and lessons learnt. 

• Avoid re-inventing the 
wheel. 

No of Engagement sessions 
with other Councils 

HOS CPOs 
Other Councils 

No 
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What service 
development/improvement will we 

undertake in 2019/20? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

Establish “lessons learnt” database Provide future project teams with 
information that can increase 
effectiveness and efficiency and 
to build on the experience that 
has been learnt from each 
completed project. 

Date Lessons Learnt 
Database established 

P&C Admin PCU Manager 
CPOs 

No 

 
 

What service / activities will we 
be stopping / changing in 2019/20 

Reason for stopping / 
changing activity 

Savings Impact on 
Performance 

Impact on the Public Impact on staffing 

      
 
 

Performance Measures 

(should include those outlined above and relevant 

measures from Community, Corporate and Performance 

Improvement Plans plus those that are Statutory) 

Is the measure 
Statutory,  
Corporate, Existing or 
New? 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual 
to date 

2019/20 Target 
/ standard 

% CPP ‘Projects in Delivery’ with RAG status 
showing ‘green’ 
% CPP ‘Projects in Delivery’ achieved within 
approved budget 
% client (service unit) satisfaction 

 
Existing (tweaked) 
 
New 
Existing 

 
- 
 
- 
 

 
- 
 
- 
89% 

 
- 
 
- 
100% 

 
- 
 
- 
- 

 
80% 
 
90% 
80% 

PMH Consultation Process underway by end 
May 2019. 
PMH completed by end December 2019. 

 
New 
New 

 
- 
- 

 
- 
- 

 
- 
- 

 
- 
- 

By end May 
2019 
By end 
December 2019 

No of Engagement sessions with other Councils New - - - - 5 
Date Lessons Learnt Database established  New - - - - by end May 

2019. 
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SERVICE: Performance and Projects 

Community Plan Outcome: Note: Supports other services in the achievement of community plan objectives 

Corporate Objective: Deliver high quality customer focussed services 

Service Objective: We will partner with and provide PI support to services to achieve a step change in efficiency and 
productivity to deliver the best outcomes for local communities. 

Underpinning strategies:  
 

What are the Business as Usual 
activities we will deliver (actions)? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need to 
help us? 
(Internal/External 
partners) 

Coordinate PI governance including 
development of corporate, performance 
improvement and service plans and 
reports against same 

Continued development will ensure PI 
Governance is embedded in the 
organisation and assists in compliance with 
the General Duty to Improve requirements 
of Part 12 of the Local Government Act 
(Northern Ireland) 2014. 

% satisfactory audit 
reports  
% Statutory PI 
deadlines met  

 Heads of Service 

We will support organisational 
transformation including supporting 
services to design, develop and evolve 
delivery of their services. 

This will support a step change in efficiency 
and productivity. 

% client satisfaction  Heads of Service 
Service Unit 
Managers 
Employees 

Support the development of elected 
Members through delivery of PI 
Masterclasses 

Supporting elected Members with PI 
Training will assist them to ensure the 
Council discharges its performance 
improvement responsibilities. 

Number of Elected 
Members attending 
training  
% satisfaction with 
training  

 Head of HR and 
OD 
HR Manager (OD) 

Further develop the use of Your Opinion 
Matters 

We will encourage citizens and 
stakeholders to contribute at any time 
during the year and establish Your Opinion 
Matters as the “go to” vehicle for 
improvement initiatives both externally and 
internally. 

Number of YOM 
responses received 
outside of Borough 
Magazine issues. 

 Corporate 
Communications 

Further integrate Service Planning with 
budget setting process 

Developing Service Plans before the budget 
workshops will ensure that funds are 
appropriately allocated and projects 
prioritised and resourced. 

Service Plans drafted 
and peer reviewed by 
31 December 2019 

 Heads of Service 
Service Unit 
Managers 
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What are the Business as Usual 
activities we will deliver (actions)? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need to 
help us? 
(Internal/External 
partners) 

We will further develop and improve the 
management and availability of the 
Council’s spatial information via the ANDi 
GIS Portal. 

This will enable efficient and effective 
spatial information sharing across 
directorates and facilitate better decision 
making. 

% user satisfaction  GIS Officer CLT/HoST 
Service Unit 
Managers 
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What service 
development/improvement will we 

undertake in 2019/20? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

  
Develop our approach to research 
and knowledge management  
   

Developing our approach to R&KM will 
allow for: 

• greater understanding of client 
needs and priorities 

• sharing of good practice, and 

• will ensure decisions are evidence 
based. 

KM hub established by 
March 2020 

PI Manager Heads of Service 
Service Unit 
Managers 
Statistician 

Yes 

Web publication of PIs Raise the profile and transparency of 
the Council’s performance. 

Publish performance 
data quarterly in arrears 

PI Officers CLT/HoST No 

Review performance reporting 
approach and solution 

Validate the approach to performance 
reporting 

Report by March 2020 PI Manager Heads of Service No 

Use internal audit to provide 
assurance on the integrity and 
operation of the Council’s 
performance framework and identify 
areas for improvement 

Will provide the Audit Committee with 
valuable assurance and additional 
insight on work being carried out on 
improvement and the associated 
measures. 

Improvement element 
added into each 
Internal Audit Plan by 
March 2020. 

PI Manager Finance 
Internal Audit 

No 

 
 
 
 

What service / activities will we 
be stopping / changing in 2019/20 

Reason for stopping / 
changing activity 

Savings Impact on 
Performance 

Impact on the Public Impact on staffing 

Administration of Core Time and 
Attendance 

New system in place located 
in Finance/HR 

80% officer time 80% officer time 
refocussed on PI 

N/A Officer time can be 
re-allocated to PI 
duties 
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Performance Measures 

(should include those outlined above and relevant 

measures from Community, Corporate and Performance 

Improvement Plans plus those that are Statutory) 

Is the measure 
Statutory,  
Corporate, Existing or 
New? 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual 

2018/19 
Actual to 
date 

2019/20 
Target / 
standard 

% Satisfactory Audit Reports Existing - 100% 100% 100% 100% 

% Statutory PI deadlines met Existing - 100% 100% 100% 100% 

% Client Satisfaction Existing - 91% 91% Not yet 
available 

95% 

Number of Elected Members attending training New - - 6 1 8 

% Satisfaction with EM training New - - 80% 100% 95% 

Number of YOM responses received outside of BM 
campaign 

New - - - - 40 

Service Plans drafted and peer reviewed by 31 
December 2019 

New - - - - 16 

KM hub established New - - - - 31 March 
2020 

Publication of PIs New - - - - 31 March 
2020 

Review Performance Reporting approach New - - - - 31 
December 
2019 

Improvement element added into each Internal 
Audit  

New - - - - 1 April 
2019 
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SERVICE: Performance and Projects 

Community Plan Outcome: Note: Supports other services in the achievement of community plan objectives 

Corporate Objective: • Be financially responsible (Corporate Objective) 

• Maximise the potential of our staff to deliver outcomes (Corporate Objective) 

Service Objective: • We will do the right things right – we will invest in and improve our working practices, skills and 
knowledge. 

Underpinning strategies:  
 

What are the Business as Usual 
activities we will deliver (actions)? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need to 
help us? 
(Internal/External 
partners) 

Establish, manage and report on 
budgets, being conscious of the need to 
deliver value for money for our 
ratepayers 

Ensuring value for money and good 
governance 

% spend against 
budget 
£ cost per head of 
population 

Head of Service  

We will maintain a healthy working 
environment driven by PERFORM 
elements including effective planning, 
engagement and communication, 
teamworking, celebrating success etc 

Supporting the team to be in the best 
position to perform 

% attendance  
% staff satisfaction  
% staff reporting 
regular/monthly 
receipt of team brief   

Head of Service  

We will develop our expertise through 
investing in our skills and knowledge 
 

Improve service quality and compliance % staff reporting 
regular annual Pride 
in Performance 
conversations  
% time invested in 
team briefing, training, 
development and 
performance 
conversations 
% staff within service 
reporting increased 
skills or knowledge  

Head of Service HR&OD 
Training providers 

Review polices, processes and ways of 
working and, as a result, update 
handbooks/guidance 

Improve consistency, service quality and 
compliance 

% Handbooks reviewed 
% satisfactory audit 
reports 

Head of Service  
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What service 
development/improvement will we 

undertake in 2019/20? 

What difference will it make 
(outputs/outcomes)? 

How will we know 
(measures)? 

Lead Officer(s) Who do we need 
to help us? 
(Internal/External 
partners) 

Is a 
Business 
Case 
required? 

Encourage further student 
opportunities across service 

Increase Service resources and 
delivery; provide opportunities for 
development of young people 

No of weeks student 
placements 

Head of 
Service 

HR&OD No 

 

What service / activities will we 
be stopping / changing in 2019/20 

Reason for stopping / 
changing activity 

Savings Impact on 
Performance 

Impact on the Public Impact on staffing 

      
      

 

Performance Measures  
(should include those outlined above and relevant 

measures from Community, Corporate and Performance 

Improvement Plans plus those that are Statutory) 

Is the 
measure 
Statutory, 
Existing or 
New? 

2015/16 
Actual 

2016/17 
Actual 

2017/18 
Actual  

2018/19 
Actual to 
date 

2019/20 
Target/ 
Standard 

% spend against budget  - 85% 91% 99% 100% 
£ cost per head of population  - £10.13 £10.78 - £13.50 

% attendance Existing N/A 99% 93% 95% 95% 

% staff satisfaction Existing 77% 86% 93% - >=90% 

% staff reporting regular/monthly receipt of team 
brief  

New - - - 100% 100% 

% staff reporting regular/monthly regular Pride in 
Performance conversations 

New - - - 100% 100% 

% time invested in team briefing, training, 
development and performance conversations 

Existing - - 7% 8% >=5% 

% staff within service reporting increased skills or 
knowledge 

New - - - 80% >=80% 

% Handbooks reviewed Existing - - - 50% 100% 
% satisfactory audit reports Existing 100% 100% 100% 100% 100% 
No of weeks student placements Existing - - - 0 >=30 
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Resources: 

 

Are all actions resourced within the current (2018/19) budget plan? Yes     No    

Will additional resources be required? Yes     No    
(If no please comment in Section A below how the actions will be funded, ie Staff Resources, Equipment, Revenue Budget, Capital Budget.) 
(If yes please detail additional resources in Section B below.) 

 

Section A: 

 

 

Section B: 
 
It is proposed that during 2019/20 the Project and Capital Unit will become a separate Service.  
 
It is also anticipated that staffing structure of the retained Service will need to be reviewed to reflect: 

• Any further growth in the size of the overall Council to which this Service provides support 

• The desired pace for efficiencies through procurement 

• The desired pace for harnessing technology opportunities  

• The needs of the Council and desired pace for transformation/continuous improvement 
 
This will seek to better aid the above without increasing the burden to the ratepayer. 
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Resources: 

 
If the required additional resources are not available please state: 

What is the likely impact on performance? 
 
Performance from the Service may be constrained to seeking to maintain current levels. This may result in: 

• Choice between progressing a large number of capital projects at a slow pace or a small number of projects more quickly (with others not 
progressed). This may lead to the loss of funding opportunities and/or realisation of project benefits. 

• Inability to effectively harness technologies advances e.g. cloud computing and mobile working, leading to inefficiency in the rest of the Council 

• Higher risk of impact of cyber-crime if under resourced to defend against this continuously increasing threat. 

• Limited ability to progress efficiencies through effective procurement 

• Limited opportunity to progress transformation/continuous improvement agenda as currently resourced primarily for performance governance, 
reporting, compliance and smaller ad-hoc improvement projects, rather than an organisational wide programme of improvement. 

What is the likely impact on the public? 
 

• Ultimately this may result in poorer quality, less efficient services, leading to greater cost to the ratepayer 
 

What is the likely impact on staffing? 
 

• Risk of low morale due to high workload/under-resourcing and frustration on untapped opportunities. Also greater risk of absence due to 
increased stress. 
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7. Risks 
 

Ref: Risk Description 

Gross Risk 

Current controls 

Residual 

Risk 

Risk 

Status Further Action 

Required 
Action Due by 

Risk 

Owner 

Notes to explain 

rationale for 

scoring, etc 
I L R I L R 

Tolerate 

/ Action 

1 
External impact causing project 
delay and/or cost overrun 4 3 12 

Governance including process to 
define budgets and test investment 
decisions via business case 4 2 8 Action 

Review, embed and 
communicate 
governance 
arrangements. Also 
incorporate lessons 
learned. Ongoing   AS 

  
 
  

2 

Lack of corporate 
support/resistance to change 
for performance improvement 
initiatives and wider 
performance culture 4 3 12 

Use of PIDs, joint teams with user 
inputs, rollout of PERFORM 4 2 8 Action 

Education, 
communication and 
building 
relationships Ongoing   AS 

  
 
  

3 
Low staff morale causing poor 
service performance 3 3 9 

Team Briefings, investment in staff 
development, focus on positive 
working environment 3 2 6 Action 

Maintain focus on 
communication and 
engagement Ongoing   AS 

  
 
  

4 

Non-adherence to procurement 
and governance requirements 
(including changes due to 
BREXIT)  leading to financial 
cost, audit and public criticism 4 3 12 Governance arrangements, Audits 4 2 8 Action 

Review, embed and 
communicate 
governance 
arrangements Ongoing   AS 

  
 
  

5 

Failure of ICT infrastructure or 
cyber attack causing service 
failure, cost and negative PR. 5 3 15 

Governance arrangements, 
Training, Maintenance contracts, 
infrastructure enhancements 4 2 8 Action 

Review, embed and 
communicate 
governance 
arrangements Ongoing  AS  

6 
Physical environment not fit for 
purpose 2 4 8 Flexible working, hot desking 1 4 4 Tolerate    AS 

Limited 
opportunity in 
current offices 

7 

Lack of communication from 
clients impacting on Service 
e.g. re new start or leavers 2 4 8 Raise at HOST, email reminders 2 3 6 Action 

Build relationships 
with key clients and 
improve processes 
where there are 
known issues Ongoing  AS  

8 

Loss or inability to access data 
due to cyber-attack and use of 
unsupported operating 5 4 20 

Client Machines receive monthly 
security patches.  Servers on new 
AND domain receive monthly 5 3 15 Action 

Put program in 
place to remove 
remaining 

Ongoing 
 AS  
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systems e.g Windows Server 
2003 

security patches.  Web/E-Mail 
filtering and Antivirus on all 
machines.  Periodic Phishing tests 
and awareness emails sent to all 
staff 

old/legacy servers 
running 2003 and to 
patch other 
vulnerable client 
software e.g Office, 
Adobe 
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8. Resources 
8.1 Staffing 
 
Resourcing profile is as below at present: 
 
Head of Performance and Projects 
Project and Capital Unit: Manager, 3 x Corporate Project Officers, Project and Capital 

Administrator  
Business Technology: Manager, 3 x Officers, 2 x Technicians 
Performance: Manager, 2 x Performance Improvement Officers, GIS Officer 
Procurement: Manager, Officer, Assistant 
 
Additional resource may be required for sickness cover and short-term project support. It is 
also envisaged that this Service will seek to avail of any Council-wide student placement 
opportunities to supplement resources and develop skills of participants. 
 
Outside of the proposed separation of capital projects, resourcing will need to be reviewed 
based on: 
 

• Any further growth in the size of the overall Council to which this Service provides 
support 

• The desired pace for efficiencies through procurement 

• The desired pace for harnessing technology opportunities  

• The needs of the Council and desired pace for transformation/continuous 
improvement 

 
Should Council wish to add additional workload or projects which are not currently budgeted 
for, or accelerate current activities, additional resource may be required. 
 

8.2  Financial 
Revenue budget of £2,130,900 plus project capital budgets for projects and ICT. Note this 
may need to be revised on the same basis as 8.1 above. 
 

8.3  Other 
Accommodation, ICT equipment, Personal Protection Equipment and office supplies as 
current. Note that accommodation is increasingly unfit for purpose. 
 

9. Monitoring and Review 
In adherence with corporate requirements, including quarterly reporting to Committee. 
Performance will also be discussed at regular manager meetings and all staff workshops. 
 

10. Conclusions 
This plan provides focus for the service for the 2019/20 financial year. 
 

11. Appendices 
N/A 
 
 


