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AAYRSHIRE

COUNCIL

Combhairle Siorrachd Air a Deas

County Buildings
Wellington Square
AYR KA7 1DR

Tel No: 01292 612436

15 November 2022
To: Councillors Shields (Chair), Bell, Cullen, Cochrane, Scott and
Weir

All other Elected Members for information only

Dear Councillor
SERVICE AND PERFORMANCE PANEL

You are requested to participate in the above Panel to be held on Tuesday, 22
November 2022 at 10.00 a.m. for the purpose of considering the undernoted business.

The meeting will be held remotely, the meeting will be live-streamed and available to view at
https://south-ayrshire.public-i.tv/

Yours sincerely

CATRIONA CAVES
Head of Legal and Regulatory Services

BUSINESS

1. Declarations of Interest.
2. Minutes of previous meeting of 25 October 2022 (copy herewith).
3. Action Log and Work Programme (copy herewith).

4. Complaints - Scrutiny Update Period: 1 April to 30 September 2022 — Submit report by the
Head of Legal and Regulatory Services (copy herewith).

5. Corporate Support Services Capacity Issues - Update — Submit joint report by the Head
of Finance, ICT and Procurement and Head of Legal and Regulatory Services (copy
herewith).

6./


https://south-ayrshire.public-i.tv/

6. Council Plan 2018-22 (2020 Mid-Term Refresh/Extended) — July to September 2022 —
Submit report by the Depute Chief Executive and Director of Housing, Operations and
Development (copy herewith).

For more information on any of the items on this agenda, please telephone Andrew Gibson,
Committee Services on 01292 612436, Wellington Square, Ayr or
e-mail: andrew.gibson@south-ayrshire.gov.uk
www.south-ayrshire.gov.uk

Webcasting

Please note: this meeting may be filmed for live and subsequent broadcast via the Council’s
internet site. At the start of the meeting, it will be confirmed if all or part of the meeting is being
filmed.

You should be aware that the Council is a Data Controller under the Data Protection Act 2018.
Data collected during this webcast will be retained in accordance with the Council’s published
policy, including, but not limited to, for the purpose of keeping historical records and making
those records available via the Council’s internet site.

Generally, the press and public will not be filmed. However, by entering the Council Meeting,
you are consenting to being filmed and consenting to the use and storage of those images
and sound recordings and any information pertaining to you contained in them for webcasting
or training purposes and for the purpose of keeping historical records and making those
records available to the public. In making use of your information, the Council is processing
data which is necessary for the performance of a task carried out in the public interest.

If you have any queries regarding this and, in particular, if you believe that use and/or storage
of any particular information would cause, or be likely to cause, substantial damage or distress
to any individual, please contact Committee.Services@south-ayrshire.gov.uk

Copyright

All webcast footage is the copyright of South Ayrshire Council. You are therefore not permitted
to download footage nor upload it to another website nor take still photographs from this
footage and distribute it without the written permission of South Ayrshire Council. Please be
aware that video sharing websites require you to have the permission of the copyright owner
in order to upload videos to their site.



mailto:andrew.gibson@south-ayrshire.gov.uk
http://www.south-ayrshire.gov.uk/
mailto:Committee.Services@south-ayrshire.gov.uk
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Agenda Iltem No 2

SERVICE AND PERFORMANCE PANEL

Minutes of hybrid webcast meeting on
25 October 2022 at 10.00 a.m.

Councillors Bob Shields (Chair), Chris Cullen and George Weir.

Councillors Kenneth Bell and lan Cochrane.

Councillor Gavin Scott.

M. Newall, Depute Chief Executive and Director of Housing, Operations and
Development; L. Reid, Assistant Director -Place; W. Carlaw, Service Lead —
Democratic Governance; G. Farrell, Service Lead - Organisational
Development and Customer Services; J. Andrew, Co-ordinator (OD, Change
and Improvement); N. Cecconi, HR Policies and Operations Co-ordinator;
H. Anderson, Co-ordinator (Employability and Skills); S. MacMillan, Project
Implementation Co-ordinator; A. Gibson, Committee Services Officer; and
C. McCallum, Committee Services Assistant.

T. Eltringham, Director of Health and Social Care; and J. Murnin, Co-ordinator
(Strategic Planning).

Chair's Remarks.

The Chair

(1)
)

welcomed everyone to the meeting; and

outlined the procedures for conducting this meeting and advised that this meeting
would be broadcast live.

1. Sederunt and Declarations of Interest.

The Chair called the Sederunt for the meeting and having called the roll, confirmed that
that there were no declarations of interest by Members of the Panel in terms of Council
Standing Order No. 17 and the Councillors’ Code of Conduct.

2. Minutes of previous meeting.

The Minutes of 20 September 2022 (issued) were submitted and approved.


https://www.south-ayrshire.gov.uk/media/6671/SPP-251022-Item-3-Minutes-of-previous-meeting-of-20-September-2022/pdf/MSPP200922.pdf?m=638016885807000000

Action Log and Work Programme

There was submitted an update of the Action Log and Work Programme (issued) for this
Panel.

Having heard the Depute Chief Executive and Director of Housing, Operations and
Development, the Panel

Decided:
(1) to agree that the actions in the Log had all now been completed; and

(2) to note the current status of the Work Programme.

2022-25 Council Workforce Plan.

There was submitted a report (issued) of 12 October 2022 by the Assistant Director —
People

(1) presenting a range of workforce data and related information; and

(2) proposing a range of actions that would be taken forward to help ensure that
workforce planning was embedded corporately.

After the Co-ordinator (OD, Change and Improvement) made a presentation relating to
this report, the Panel thanked him and his team for the work involved on this area of
work.

Following a question from a Member of the Panel, it was noted that all workforce
planning templates had now been returned.

A Member of the Panel advised that the amount of information provided on Services
varied. The Co-ordinator (OD, Change and Improvement) intimated that training would
be given to Service Leads to improve this situation.

Following a question from a Member of the Panel, it was noted that the templates were
bespoke for each Service.

It was noted that data was captured through Pentana with the intent to ensure a
comprehensive Action Plan.

Following a question from a Member of the Panel with regard to whether achieving a
streamlined recruitment process by 2024 was timely in the circumstances, it was
reported that the service was reliant on myjobscotland incorporating changes but that
some changes would take effect prior to that date.

There was discussion on staff home working.

It was noted, following a question on succession planning, that there were no set
timescales as to when this could start.


https://www.south-ayrshire.gov.uk/media/6640/item-3-SPP-251022-Log/pdf/item_3_Action_Log_and_Work_Programme.pdf?m=638013465277300000
https://www.south-ayrshire.gov.uk/media/6813/item-4-2022-25-Council-Workforce-Plan/pdf/item_4_combined_20221025_Council_Workforce_Plan.pdf?m=638024710692670000

Following a question on prioritising PDRs being given to staff, it was noted that Service
Leads were encouraged to undertake these with staff as prescribed.

Having considered the Workforce Plan and associated Action Plan, the Panel, having
considered the Workforce Plan and associated Action Plan,

Decided:

(@) toremitthe Workforce Plan and associated Action Plan to Cabinet on 29 November
2022 for approval; and

(b) torequest a further report to a future meeting of the Panel providing an update on
the Workforce Plan and Action Plan during the period 1 November 2022 to
31 October 2023.

South Ayrshire Way Strategic Change Programme.

There was submitted a report (issued) of 12 October 2022 by the Assistant Director —
Place providing an update on the progress of the South Ayrshire Way (SAW) Strategic
Change Programme and benefits realisation.

A Member of the Panel raised the matter of the four projects that had been progressed
to Stage 4 - Benefits Realisation, one of which was the renewal of the CCTV camera
system and enquired as to the position relating to the staffing thereof. The Assistant
Director- Place advised that the scope of the project was around upgrading the public
space infrastructure and was not about staffing and monitoring arrangements and that
the Panel Member could follow up with Community Safety on these matters.

The Panel

Decided:

(1) to note the progress in delivering the SAW Strategic Change Programme and
benefits status for projects, as detailed in Appendix 2 of the report;

(2) to note the forecast benefits for projects, as detailed in Appendix 3 of the report;
(3) to note actual benefits delivered by those projects at benefits Stage 4; and

(4) to approve a further update to the Service and Performance Panel in twelve
months’ time, in accordance with reporting arrangements.

The meeting ended at 11.00 a.m.


https://www.south-ayrshire.gov.uk/media/6637/item-5-South-Ayrshire-Way-Strategic-Change-Programme/pdf/item_5_0221025_SPP_Strategic_Change_Programme_1.pdf?m=638013353371700000

Service and Performance Panel
Action Log/Work Programme — 2022

SERVICE AND PERFORMANCE PANEL — ACTION LOG

Agenda ltem No 3

Risk Register.

Register to Audit and Governance
Panel on 22 Feb 2023 and Cabinet
on 14 March 2023 - Panel were
emailed this information on 24
October 2022

No. Date of Issue Actions Assigned to Update C
: ompleted
Meeting
1. 20 Council Plan | To provide information | Depute Chief “The Heritage Hub will be open to YES
September | 2018-22 (2020 | on when it was likely Executive and the public by the end of November
2022 Mid-Term the Heritage Hub would | Director of Housing, | 2022” Panel were emailed this
Refresh/ open. Operations and information on 24 October 2022
Extended) - Development
April to June
2022
2. 20 Employee To provide information | Chief HR Adviser Since November 2021 17 YES
September | Absence on the uptake of the employees have accessed this
2022 2021/2022 Access to Work programme. There has been
Programme regular communications to
promote the programme, the last
one at the end of September. -
Panel were emailed this information
on 24 October 2022
3. 20 Employee To advise Members if Chief HR Adviser YES
September | Absence absenteeism was being Yes. Service Lead — Risk and
2022 2021/2022 incorporated into the Safety will present updated Risk




Service and Performance Panel
Action Log/Work Programme — 2022

SERVICE AND PERFORMANCE PANEL — WORK PROGRAMME

Report 2021-22

and Social Care

_ i Due Date
Issue Actions Assigned To Latest update
To Panel
Employee Absence - Mid-term update (1 April to 30 . .
1. Update September 2022) Chief HR Adviser 10/1/23
Integration Joint Board .
2. (13B) Annual Performance Scrutiny of report Director of Health 10/1/23




Agenda Item No. 4
South Ayrshire Council
Report by Head of Legal and Regulatory Services

to Service and Performance Panel
of 22 November 2022

Subject: Complaints — Scrutiny Update

Period: 1April to 30 September 2022

11

2.1

3.1

3.2

Purpose

The purpose of this report is to provide Elected Members with complaints
performance information for the period from 1 April to 30 September 2022 and
compares performance to the same reporting period in 2021/22. It reflects the
statutory reporting categories required by the Scottish Public Services Ombudsman
(SPSO), as well as information on how we improve our services following Stage 2
and Ombudsman complaints.

Recommendation
It is recommended that the Panel:
21.1 scrutinises the contents of this report;

2.1.2 confirms future reporting requirements given SPSO changes
outlined at 3.3; and

2.1.3 requests a further report to a future meeting of the Panel providing
an update on the Council’s complaints performance during the
period 1 October 2022 to 31 March 2023.

Background

Our complaints procedure Listening to You, has 2 stages. We expect most
complaints received to be resolved at Stage 1. If a customer remains dissatisfied
after Stage 1, they can escalate their complaint to Stage 2. If an initial complaint is
complex enough to require detailed investigation, it will be handled at Stage 2 from
the outset. If the complainant is not satisfied with their response at Stage 2, the next
stage in the Complaints Handling Procedure is for the complainant to approach the
Scottish Public Services Ombudsman and ask that they carry out an independent
review into how the Council have investigated their complaint.

In April 2022 the SPSO amended their key performance indicators (KPIs) for
Complaints Performance. The SPSO has indicated that the consistent application
and reporting of performance against these KPIs can be used to compare, contrast



3.3

3.4

3.5

3.6

3.7

3.8

3.9

3.10

and benchmark complaints handling with other organisations and will help share
learning and improve standards of complaints handling performance.

The number of mandatory KPIs has been reduced by the SPSO from eight to four.
The four mandatory SPSO KPIs formed part of the previous eight mandatory SPSO
KPIs. These are:

. Indicator One: The Total Number of Complaints Received

o Indicator Two: The Number and Percentage of Complaints at Each
Stage that were closed in full within the set timescales of five and 20
working days

. Indicator Three: the average time in working days for a full response
to complaints at each stage

. Indicator Four: The Outcome of Complaints at Each Stage

Further information on the changes made by the SPSO to Complaints KPIs can be
found at: Complaints KPIs for MCHPs (spso.org.uk).  Further detail on the
mandatory reporting of Key Performance Indicators, information is included in

Appendix 1.

The following Report provides performance data on all Stage 1 and Stage 2
complaints closed from 1 April to 30 September 2022 and is based on updated
SPSO reporting indicators, which are applicable to complaints from April 2022.

The Panel is asked to note that the following SPSO KPIs are no longer mandatory
in terms of reporting Council complaints performance :

. Complaints Received per 1,000 of the population

. Numbers of Complaints Where an Extension is Authorised
J Customer Satisfaction

o Learning from Complaints

Performance information is however provided within this Report to members for
these non-mandatory performance indicators, with comparison against the same
reporting period in 2021/22.

Appendix 1 provides an analysis of our complaints data measured against the
SPSO’s mandatory reporting KPIs for the period 1 April to 30 September 2022 and
compares our performance to the same reporting period in 2021/22.

Appendix_2 provides a breakdown of the reasons why complaints were raised
against the Council, for the period 1 April to 30 September 2022 and compares our
performance to the same reporting period in 2021/22.

Appendix 3 provides analysis of our complaints data measured against the four
non-mandatory reporting indicators, for the period 1 April to 30 September 2022 and
compares our performance for the same reporting period in 2021/22.


https://www.spso.org.uk/sites/spso/files/csa/SPSOKPIsMCHP.pdf

3.11

3.12

3.13

4.1

5.1

5.2

6.1

7.1

8.1

8.2

9.1

Appendix_4 outlines service improvement case studies relating to Stage 2
complaints that were upheld or partially upheld where a service improvement
outcome was identified and implemented.

Appendix 5 outlines details of complaints that have progressed to the SPSO during
this reporting period, which have had recommendations made by the SPSO for the
Council to improve service provision.

Appendix 6 provides further information on Investigation complaints received by the
Council that have been noted during the reporting period.

Proposals
It is proposed that the Panel:

41.1 scrutinises the contents of this report and identifies any performance
concerns or required improvement actions.

41.2 decides if future reporting should focus only on the four SPSO mandatory
KPls, or continue to include the four non-mandatory KPIs included in this
report; and

4.1.2 requests a further report to a future meeting of the Panel providing an
update on the Council’'s complaints performance during the period 1
October 2022 to 31 March 2023.

Legal and Procurement Implications

There are no legal implications arising from this report.

There are no procurement implications arising from this report.

Financial Implications

Not applicable.

Human Resources Implications

Not applicable.

Risk

Risk Implications of Adopting the Recommendations

8.1.1 There are no risks associated with adopting the recommendations.

Risk Implications of Rejecting the Recommendations

8.2.1 There are no risks associated with rejecting the recommendations.

Equalities

The proposals in this report have been assessed through the Equality Impact

Assessment Scoping process. There are no significant potential positive or
negative equality impacts of agreeing the recommendations and therefore an

g



10.

10.1

11.

111

12.

12.1

13.

13.1

13.2

Equalities Impact Assessment is not required. A copy of the Equalities Scoping
Assessment is attached as Appendix 7.

Sustainable Development Implications

Considering Strategic Environmental Assessment (SEA) - This report does not
propose or seek approval for a plan, policy, programme or strategy or document
otherwise described which could be considered to constitute a plan, programme,
policy, or strategy.

Options Appraisal

An options appraisal has not been carried out in relation to the subject matter of this
report.

Link to Council Plan

The matters referred to in this report contribute to Commitment 5 of the Council
Plan: Stand up for South Ayrshire/ Increase the profile and reputation of South
Ayrshire and the Council.

Results of Consultation

There has been no public consultation on the contents of this report.

Consultation has taken place with Councillor lan Davis, Portfolio Holder for Finance,

Human Resources and ICT, and the contents of this report reflect any feedback
provided.

Background Papers: Report to Service and Performance Panel of 23 August 2022 —

Complaints Scrutiny Update - Period 2: October 2021 to March
2022

Report to Service and Performance Panel of 16 November
2021 Complaints Scrutiny Update Period 1: April to September

2021

Person to Contact: Catriona Caves, Head of Legal and Regulatory Services

Date:

County Buildings, Wellington Square, AYR
Phone 01292 612556
Email Catriona.caves@south-ayrshire.qov.uk

9 November 2022


https://www.south-ayrshire.gov.uk/media/5679/item-4-Complaints-Scrutiny-Update/pdf/item_4_SPP_230622_complaints.pdf?m=637958140090270000
https://www.south-ayrshire.gov.uk/media/5679/item-4-Complaints-Scrutiny-Update/pdf/item_4_SPP_230622_complaints.pdf?m=637958140090270000
https://ww20.south-ayrshire.gov.uk/ext/committee/CommitteePapers2021/Service%20and%20Performance%20Panel/16%20November%202021/Item%204%20REP20211116%20SPP%20Complaints.pdf
https://ww20.south-ayrshire.gov.uk/ext/committee/CommitteePapers2021/Service%20and%20Performance%20Panel/16%20November%202021/Item%204%20REP20211116%20SPP%20Complaints.pdf
mailto:Catriona.caves@south-ayrshire.gov.uk

Appendix 1

Complaints Data Analysis

Against SPSO Reporting Indicators

Please find below analysis of our complaints data measured against mandatory Scottish
Public Services Ombudsman (SPSO) reporting indicators for the period 1 April to 30
September 2022 with comparison to the same reporting period in 2021/22.

Following on from changes to the Complaints Handling Procedure (CHP) in 2021, new
reporting requirements were introduced by the SPSO which were applicable to complaints
data from 1 April 2022 onwards. The SPSO'’s requirements for reporting and publicising
complaints information requires all 32 local authorities in Scotland to use a standardised set
of complaints key performance indicators (KPIs). There are now four mandatory KPIs which
will be used in this and future reports. They are as follows:

) Indicator One: The total number of complaints received
The sum of the number of complaints received at Stage 1 (including escalated
complaints as they were first received at Stage 1), and the number of complaints
received directly at Stage 2.

) Indicator Two: The number and percentage of complaints at each stage that
were closed in full within the set timescales of five and 20 working days
The number of complaints closed in full at stage 1, stage 2 and after escalation within
complaint timescales as % of all stage 1, stage 2 and escalated complaints responded
to in full.

. Indicator Three: The average time in working days for a full response to
complaints at each stage
The average (mean) time in working days to respond at stage 1, stage 2 and after
escalation.

. Indicator Four: The outcome of complaints at each stage
The number of complaints upheld, partially upheld, not upheld and resolved at stage
1, stage 2 and after escalation as % of all complaints closed at stage 1, stage 2 and
after escalation.

SPSO Indicator One: the total number of complaints received

Total Stage 1 Stage 2 Escalated
2021/22 | 01/04 — 30/09 | 260 208 (80%) 34 (13%) 18 (7%)
2022/23 | 01/04 —30/09 | 247 V¥ 216 (88%) A 16 (6%) V¥ 15 (6%) V¥

The Council received 246 complaints in this reporting period, which is a decrease of 14
complaints, compared to the same reporting period in 2021/22, i.e., a decrease of 5%. A
decrease of 5% is not considered statistically significant, and there is no specific trend noted
which would indicate a specific reason for this small decrease.



Council services with the most significant increase in complaints are as follows:

Asset Management — 500% percentage increase in complaints, from 3 complaints in
2021/22 to 18 complaints in 2022/23. All complaints logged in this reporting period
relating to Asset Management were in relation to the lighting of the Wallace Tower
during the Council paying respects to the passing of Her Majesty Queen Elizabeth II.
Each of these complaints were responded to at Stage 1, no requests for an escalation
to Stage 2 were received.

Facilities Management — 400% percentage increase in complaints, from 2 complaints
in 2021/22 to 10 complaints in 2022/23. There is no significant identifiable trend in
Facilities Management complaints as they related to different services provided to the
public - 2 complaints each relating to the quality of school meals, the standard of
cleanliness at public conveniences and contactless payments in public conveniences,
and one complaint each for school meal payments and radar key access.

Property Maintenance —95% percentage increase in complaints, from 24 complaints
in 2021/22 to 47 in 2022/23, particularly in complaints relating to dissatisfaction with
repairs. While this is an increase in complaints for property maintenance in this 6
month period, this is attributed to the service carrying out a higher volume of common
repairs involving private owners. The service are experiencing difficulties in private
owners engaging with the service, and complaining when they are required to pay a
share of costs of repairs when the Council is majority owner. The team has carried
out 13789 repairs in this period of time, of which 47 have resulted in a complaint being
received,

Council services with the most significant decrease in complaints are as follows:

Secondary Schools — 75% decrease from 4 complaints in 2021/22 to 1 complaint in
2022/23. There is no specific trend which is identifiable, as the 4 complaints recorded
in 2021/2 related to different schools (one each for Carrick, Belmont, Girvan, and
Queen Margaret Academy).

Community Care — 48% decrease from 29 complaints to 15 complaints. Community
Care showed a significantly high rate of complaints during this reporting period in
2021/22 because of cases being closed off as part of a data cleansing exercise while
data was being transferred from the Lagan complaints handling system to the new
GOSS system.

Neighbourhood Services — 41% decrease from 70 to 41 complaints. Complaints
relating to missed bins have decreased from 19 in the previous reporting period to 4,
which may be attributed to the introduction of a £25 charge for collecting missed bins
acting as a deterrent where bins have not been presented for collection.

SPSO Indicator Two: the number and percentage of complaints at each stage that
were closed in full 5 within the set timescales of five and 20 working days

Stage 1 Stage 2 Escalated
2021/22 | 01/04 — 30/09 146 (70%) 25 (73%) 17 (94%)
2022/23 | 01/04 — 30/09 169 (78%) A 12 (75%) A 13 (86%)V




There has been an increase in the performance against timescales for both Stage 1 and
Stage 2 complaints, but a decrease in the performance against timescales for Escalated
complaints. It is worth noting that for Escalated complaints, only 2 complaints were
responded to out-with the timescales, one of which was granted an extension.

SPSO Indicator Three: the average time in working days for a full response to
complaints at each stage

Stage 1 Stage 2 Escalated
2021/22 | 01/04 - 30/09 9 27 14
2022/23 | 01/04 — 30/09 4v 16V 14 «4»

The average time to respond to a Stage 1 complaint has seen a positive decreased for both
Stage 1 and Stage 2 complaints and has remained consisted for complaints escalated from
Stage 1 to Stage 2.

This has brought timescales for all stages within the Scottish Public Services Ombudsman
required timescales of 5 and 20 working days for Stage 1 and Stage 2 cases respectively.
It is worth noting that because of the introduction of the GOSS system for recording
complaints, all complaints officers have had refresher complaints training since this
reporting period in 2021/22 and it is anticipated this has had a positive impact on response
times.

SPSO Indicator Four: the outcome of complaints at each stage

Outcome of Complaints Closed at Stage 1

Upheld Partially Not Upheld Resolved
Upheld
2021/22 | 01/04 — 30/09 59 (28%) 25 (12%) 120 (58%) 4 (2%)
2022/23 | 01/04 — 30/09 46 (21%)V | 26 (12%) <> 107 (50%) ¥ 37 (17%) A

Of the 216 Stage 1 complaints, 33% were upheld or partially upheld, which indicates that in
33 out of every 100 complaints, our Stage 1 investigations established that our customers
had let us know where we could make improvements to our services.

After the introduction of the Resolved outcome in April 2022 there has been an increase of
15% (33) of the use of this outcome. This shows that the new outcome is now embedded in
our complaints handling and is being utilised by officers completing cases wherever
possible. The resolved outcome was introduced by the SPSO allowing public authorities to
work with a customer to find a mutually agreeable resolution to a complaint, without the
necessity to take forward a full complaint investigation. Additional information on this new
SPSO outcome is available on pages 3 and 4 at: LAMCHPPart3.pdf (spso.org.uk)

Outcome/


https://www.spso.org.uk/sites/spso/files/csa/LAMCHPPart3.pdf

Outcome of Complaints Closed at Stage 2

Upheld Partially Not Upheld Resolved
Upheld
2021/22 | 01/04 — 30/09 6 (17%) 2 (6%) 26 (77%) 0 (0%)
2022/23 | 01/04 — 30/09 1(6%)V 4 (25%) A 11 (69%)V¥ | 0 (0%) «»

There has been a decrease of 11% in complaints upheld at Stage 2 in 2022/23 compared
to the same reporting period in 2021/22. This shows that fewer complaints taken straight to
Stage 2 of the process overall find the Council to be at fault.

Outcome of Escalated Complaints

Upheld Partially Not Upheld Resolved
Upheld
2021/22 | 01/04 — 30/09 1 (6%) 2 (11%) 15 (83%) 0 (0%)
2022/23 | 01/04 — 30/09 0 (0%)V 2 (13%)V 11 (73%)V 2 (13%) A

In 2021/22 83% of complaints that were escalated from Stage 1 to a Stage 2 investigation
were not upheld. This figure has decreased by 10% in the same reporting period for
2022/23, with this percentage being made up in complaints which are resolved between the
Council and the complainant.

The top 3 reasons for complaints received by the Council (as categorised within the
Complaints Handling system) are:

01/04 to 30/09 (2021/22)

01/04 to 30/09 (2022/23)

1 | Quality of Service 1 Quiality of Service
Stage 1 2 | Policy and Procedure 2 Policy and Procedure
3 | Employee Behaviour 3 Employee Behaviour
1 | Quality of Service 1 Quality of Service
Stage 2 2 | Policy and Procedure 2 Policy and Procedure
3 | Employee Behaviour 3 Employee Behaviour

These reasons have remained consistent, with no changes in placing of the categorise in

terms of both Stage 1 and Stage 2 complaints between 2021/22 and 2022/23.

Breakdown of Complaints by Service:

Information relating to the services which have had the biggest increase and decrease in complaints

is outlined above, on page 6 of this Report.

2021/22 2022/23
Archives 0 1 A
Arts and Culture 0 1 A
Additional Support Needs |0 0 <>
Asset Management 3 18 A
Bereavement 1 2 A
Benefits 0 0 <)




2021/22 2022/23
Building Standards 0 1
Children and Families 18 14
Communities
Committee Services
Community Care
Criminal Justice
Customer Services
Early Years

Enterprise

Education Central
Elections
Environmental Health
Facilities

Finance

Fleet

Housing

Housing Policy
Information Governance
Insurance

Leisure

Libraries

Legal

Licensing
Neighbourhood Services
Planning

Professional Design
Services

Property Maintenance
Psychological Services
Registration

Revenues

Roads

SAMS

Primary Schools
Secondary Schools
Scottish Welfare Fund
Trading Standards
Other
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Further detailed analysis of Stage 1, Stage 2 and Escalated complaints is outlined in
Appendix 2



Appendix 2

Reasons for Complaints

The undernoted Table 1 provides a breakdown of reasons for complaints received and
closed by the Council at Stage 1, between 1 April and 30 September 2021, in comparison
to figures in the same reporting period in 2021/22. The categories allocated are based on
pre-defined categories that can be allocated to a case within the Council’'s corporate
complaints system, GOSS.

The categories reflect the high-level categories stipulated by the SPSO.

Table 1 — Reasons for Stage 1 Complaints

2021/22 2022/23

Category

% Of % Of
Subject Number Total Number Total

Stage 1 Stage 1

Qual_lty of Service/ Service 137 66% 113 5204 v
Provision
Other 7 3% 12 5.5% A
Employee Behaviour 18 9% 23 11% A
Damage to 'Property/ 11 504 12 5 505 A
Personal Injury
Policy Procedure 26 13% 40 19% A
Lack of Information 5 2% 3 1% v
Waiting Times/ Missed 4 2% 12 5 504 A
App
Case Unresolved 0 0% 0 0% <>
Discrimination 0 0% 1 0.5% A
Service Cuts 0 0% 0 0% <>
Total 208 100% 216 100%

Policy and Procedure Complaints
The number of Policy and Procedure complaints has increased from 26 in 2021 to 40 in the
same 6-month reporting period in 2022. This increase is attributed to a trend across two
services receiving most complaints:

. Asset Management — 11 complaints, all relating to the lighting of the Wallace Tower.
None of these complaints were upheld, with each customer being provided with an
explanation as to why the decision was taken to light up the Wallace Tower to
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commemorate the death of Her Majesty the Queen. Most of these complaints also
came from members of the public who reside out-with the South Ayrshire area.

. Neighbourhood services — 14 complaints, relating to the introduction of the new
booking system at South Ayrshire Council re-cycling centres. Of these 13 were not
upheld with an explanation provided to the customer, being complaints relating directly
to the decision to introduce the new booking system, with 3 partially upheld with an
explanation as complaints that related to the functionality of the new booking system.

Employee Behaviour Complaints

The number of employee behaviour complaints has increased from 18 in 2021 to 23 in 2022.
There was no specific trend in complaints being received by one specific Council service.
Council services that received complaints about employee behaviour included Housing,
Neighbourhood Services, Children & Families and Neighbourhood services. Of these
complaints:

6 were not upheld, with an explanation provided to the customer

4 were partially upheld, with an explanation and/or apology

6 were resolved, with either an explanation or an apology to the customer
7 were upheld, with an apology issued to the customer

Limited information is recorded centrally regarding these complaints in compliance with data
protection legislation, but as with all employee complaints Service Leads and line managers
would apply the relevant Council policies to any employee behaviours having been found
to fail meeting Council standards.

South Ayrshire Council has a total of 5,467 employees, with 23 complaints being received
this equates to 0.004%.

Waiting Times/Missed Appointments

12 complaints were received in 2022/23 in comparison to 4 in 2021/22, which were mainly
dealt with by our Property Maintenance Team (11 out of 12). Of these 11 complaints, 1 was
resolved with the applicant, 3 were not upheld along with an explanation, and 7 were upheld
with and explanation and apology.

Our property maintenance team dealt with 13,789 repairs between 1 April and 30 September
2022, which equates to 0.09% of repairs receiving a complaint due to waiting times and/or
missed appointments.

The following categories have been collated from the Council’'s Complaints Handling
System (GOSS) based on information entered by Services handing complaints at a service
level. This gives an overview of the Categories of Stage One complaints.

It is not a mandatory requirement for services to input this information when completing
cases on our GOSS system - but they are encouraged to complete these fields. As a result,
the number of complaints detailed below may not equate to the total number of Stage one
complaints reported.

01/04 — 30/09 01/04 — 30/09
Service Subject 2021/22 2022/23
Community 0 2
Care Arrol Park
Homecare 3 2
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Service

Subject

01/04 — 30/09
2021/22

01/04 — 30/09
2022/23

Ayr North Locality Team

3

3

Ayr South Locality Team

Troon Locality Team

Girvan/Maybole Locality
Team

ol N O

RN e

Mental Health Team

Telecare

Sensory Impairment

Schools

Ayr Academy

Ayr Grammar

Barr Primary

Barassie Primary

Belmont Academy

Braehead Primary

Cairn Primary

Carrick Academy

Crosshill Primary

Coylton Primary

Dailly Primary

Dalmilling Primary

Doonfoot Primary

Dundonald Primary

Forehill Primary

Gardenrose Primary

Girvan Academy

Girvan Primary

Glenburn Primary

Heathfield Primary

Kincaidston Primary

Kingcase Primary

Kyle Academy

Marr College

Newton Primary

Prestwick Academy

Queen Margaret Academy

Sacred Heart

St Cuthbert’s Primary

St John’s Primary

R O Ol R, P OO O O O|FR Ol FRP P OO OO R, OO ORI P ORI N OIO|IlO|lO| MNDN

O O| P O|O| P OO P O OO0 O OO, OO0 OO0 O OC|O|PF| OO O N O] OC| Of
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01/04 — 30/09

01/04 — 30/09

Service Subject 2021/22 2022/23
Struthers Primary 0 0
Symington Primary 0 0
Tarbolton Primary 0 1
Troon Primary 0 0
Childcare 0 0
Nursery 0 0
Facilities Catering Services 0 3
Janitorial 1 5
Public Convenience 1 0
School crossing patrol 0 0
Children and Children and Families 4 2
Families Disability Team
Ayr North Locality Team 0 1
Ayr South Locality Team 3
Girvan/Maybole Locality 4 3
Team
Prestwick/Troon Locality 0 0
Team
Initial Response Team 0 0
Children’s Houses 0 1
Family Placement and 2 0
Adoption Team
Management Team 0 4
Housing Value 1 0
Access to Housing/Support 5 4
Customer Landlord 7 7
Relations
Neighbour Communication 2 1
Quality Maintenance 15
Leisure Citadel 0
Golf 11 13
Swimming Pools 1 2
Town Hall 0 0
Libraries Carnegie 0 1
Neighbourhood 0
Services Dog Bin
Missed Bin 20 1
Bin Return 0 0
Wheelie Bin Delivery 0 0
Burials 0 0
2 2

Grass Cutting
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Service Subject

01/04 — 30/09
2021/22

01/04 — 30/09

2022/23

Litter

9

3

Beaches

Other

Play Areas

Special Uplifts

Staff

Street Sweeping

O O| k| k| O] O

Waste Collection

=
N

Weed Removal

Parks

Paths

O O] Ol O] O] N O] O] ©f O

Recycling Facilities

Waste Recycling

Trees

Benefits Other

Service Delivery

Property

Maintenance Communication

O| O O N N ©l O] W O

Dissatisfied with Repair

\]

Private Owner

[EEN

Staff Attitude/Behaviour

Other

10

The undernoted table provides an overview of reasons for complaints received and closed
by the Council at Stage 2 between 1 April and 30 September 2021 compared to the same
reporting period in 2022. These categories reflect the high-level categories stipulated by

the SPSO.

Table 2 - Reasons for Stage 2 Complaints

01/04 — 30/09

01/04 — 30/09

Category 2021/22 2022/23
% Of % Of
Subject Number Total Number Total
Stage 2 Stage 2
Quality of Service/ Service Provision 20 59% 12 80% A
Policy and Procedure 9 26% 1 6.5%
Employee Behaviour 3 9% 1 6.5%
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Cateqor 01/04 — 30/09 01/04 — 30/09
gory 2021/22 2022/23

% Of % Of

Subject Number Total Number Total
Stage 2 Stage 2

Damage to Property/ Personal Injury 1 3% 0 0% \4
Case Unresolved 1 3% 0 0% v
Discrimination 0 0% 0 0% <>
Lack of Information 0 0% 0 0% <>
Other 0 0% 2 13% A
Total 34 100% 16 100%

There has been a reduction across all categories of complaints closed at Stage 2. 80% of
our Stage 2 complaints (12 out of 16) related to Quality of Service/Service Provision:

Quality of Service/Service Provision

The 12 Stage 2 complaints investigated under this category were dealt with by several
different Council services, including Facilities, Housing, Planning and Property
Maintenance.

e 7 complaints were not upheld, with an explanation given
e 4 were partially upheld with an explanation and/or apology
e 1 complaint was upheld

The complaint that was upheld, related to Planning Neighbour notifications. Further
information on the lessons learnt from this complaint are detailed below in Appendix 4,
Service Improvement Cases.

The undernoted categories have been collated from the Council's Complaints Handling
System (GOSS) using information entered by Services handing complaints at a service
level. It is not a mandatory requirement for services to input this information when
completing cases on our GOSS system - but they are encouraged to complete these fields.
As a result, the number of complaints detailed below may not equate to the total number of
Stage two complaints reported

01/04 — 30/09 | 01/04 — 30/09

Subject 2021/22 2022/23

Service

Schools Ayr Grammar 0 1

Kyle Academy

Prestwick Academy

Doonfoot Primary

Dundonald Primary

o|lo|loOo|O|O| O

0
1
1
Dailly Primary 0
0
0

Newton Primary
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Service Subiject 01/04 — 30/09 | 01/04 — 30/09
2021/22 2022/23
Girvan Primary 0 0
Alloway Primary 0 0
St Patrick’s Primary 0 0
Monkton Primary 1 0
Children and Families | Management Team 0 1
Fostering 0 1
Disability Team 0 1
Girvan/Maybole Locality 1 1
Community Care Homecare 1 0
Mental Health 0 0
Other 0 1
Housing g:gg(r)nnesr Landlord 1 0
Quality Maintenance 2 2
Access to Housing/Support 1 1
GOuTOs o : :
Recycling Facilities 0 0
Waste Collection 0 0
Planning Objection 0 1
Other 2 1
Planning Enforcement 0 1
Planning Application 2 0
Neighbour Notification 0 1
Property Maintenance | Dissatisfied with Repair 2 1
Contact/Communication 0 1
Private Owners 0 0
Other 1 0

Table 3 - Reasons for Escalated Complaints

The following table provides a breakdown of the reasons for a complaint being escalated from Stage
1 to Stage 2. A customer can ask for their complaint to be escalated from Stage 1 to Stage 2 when
they remain dissatisfied with our response at Stage 1:
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Category 01/04 — 30/09 01/04 — 30/09
2020 2021

Subject Number %S?;g'l‘;o;al Number %S(t);g'l'eo;al
Sualjty of Service/ Service 7 39% 10 67% A

rovision
Employee Behaviour 0 0% 1 6.5% A
Case Unresolved 0 0% 0 0% <)
:?]?ur?;ge to Property/Personal 0 0% 0 0% <
Policy and Procedure 10 56% 3 20% A
Lack of Information 0 0% 1 6.5%
Discrimination 1 5% 0 0% v
Other 0 0% 0 0% <>
Total 18 100% 15 100%

Quality of Service/Service Provision Complaints

10 of the 15 complaints escalated from Stage 1 to Stage 2 were categorised as relating to
Quality of Service. There was no specific trend in one specific department receiving a
majority of those 10 complaints, which were dealt with for example by Housing, Children
and Families, Neighbourhood Services, Facilities.

e 7 complaints were not upheld, with a further explanation provided
e 2 complaints were resolved, without the requirement to proceed with a full Stage 2
e 1 complaint was patrtially upheld, with apology provided

Employee Behaviour
This complaint was investigated at Stage 2, and not upheld. Due to data protection
legislation, information is limited for the purposes of Reporting.

The following has been collated from the Council’'s Complaints Handling System (GOSS)
using information entered by Services handing complaints at a service level. It is not a
mandatory requirement for services to input this information when completing cases on our
GOSS system - but they are encouraged to complete these fields. As a result, the number
of complaints detailed below may not equate to the total number of Escalated complaints
reported:

Service Subiect 01/04 —30/09 | 01/04 — 30/09
J 2021/22 2022/23
Children and Families | Ayr North Locality Team 0 1
Girvan/Maybole Locality 0 1
Team
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Service

Subject

01/04 — 30/09
2021/22

01/04 — 30/09
2022/23

Customer Services

Waiting Times

0

0

Schools

Ayr Grammar

Carrick Academy

Belmont Academy

Dailly Primary

Girvan Primary

Glenburn Primary

Kingcase Primary

Symington Primary

Marr College

Queen Margaret
Academy

ol O] Ol ol ol ol o o ol o

ol O] O ol ol ol o o ol o

Symington Primary

Community Care

LD DP

Homecare

Ayr North Team

Ayr South Team

Troon Team

Facilities

Catering

Housing

Customer Landlord
Relations

o O] ol ol ol ol ol o

| k| O] O] O] ol ol o

Value for Money

o

o

Neighbour
Communication

Quality Maintenance

Access to
Housing/Support

o

Leisure

Golf

Swimming Pools

Citadel

Neighbourhood
Services

Recycling Facilities

o O N N

R Rk ol k.

Waste Collection

Planning

Planning Application

Property Maintenance

Dissatisfied with Repair

Contact/Communication

Other

ol o] ol ol o

o O O k| DN
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01/04 — 30/09

01/04 — 30/09

Service Subject 2021/22 2022/23
Private Owners 1 0
0 0

Staff Attitude
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Appendix 3

Additional Information - Complaints Data Analysis

Against Non-Mandatory Reporting Indicators

The undernoted no longer forms part of the mandatory KPI reporting to the SPSO, however
this information has been included to Members in this report as additional information:

Additional Information - Complaints Received per 1,000 of the population

2021/22 01/04 — 30/09 2 per 1,000
2022/23 01/05 — 30/09 2 per 1,100

The number of complaints received per 1,000 of the population has remained consistent
between the two reporting periods. This statistic has very little fluctuation when being
reported.

Additional Information — Number of Cases where an Extension is Authorised

Stage 1 Stage 2 Escalated
2021/22 | 01/04 — 30/09 16 4 0
2022/23 | 01/04 — 30/09 28 A 2V 1A

An extension, when required, is undertaken in consultation with the complainant when it is
established the complaint is complex and requires time to fully investigate.

For this reporting period 31 complaints were subject to an authorised extension compared
to 20 in 2021/22, an increase of 11 cases. Extensions are encouraged when complaints will
take longer than the required timescale, to ensure that complainants are kept informed of
the status of their case - and it is encouraging that Council services have recognised that
they can communicate with the complainant to use this extension facility, to ensure the
investigation is carried out effectively.

Additional Information — Customer Satisfaction

The SPSO have recently updated the questions they require Local Authorities to use for
customer satisfaction. Following this, the Information Governance team has created a new
Customer Satisfaction survey and once final testing has been completed with colleagues in
ICT services, this survey will be issued to complainants following their response. This is the
current position with most local Councils. We anticipate Customer Satisfaction data will be
included within next report to Panel.

Additional Information — Learning from Complaints
Please see Appendix 4 for further information on learning from complaints.
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Appendix 4

Service Improvement Case Studies

Housing Services

While undertaking a check on a tenant in temporary accommodation, our Housing service
became concerned when there was no answer at the property for over two weeks. Having
concerns that the property was abandoned, the Housing service contractors sought access
to the property to clarify the position.

The tenant returned some-time later, having been on holiday. She raised concerns that
Housing staff had accessed her temporary accommodation and when she returned to her
property, she was unable to gain access. The tenant complained that she felt an attempt
should have been made on the telephone to check her whereabouts before this action was
taken to recover the property.

As a result of this complaint, Housing services have made a change to their process to
ensure that telephone contact forms part of their standard process before temporary
accommodation is accessed by staff. Additionally, Housing will also attempt to contact the
tenant’s next of kin where possible and will also contact the Police, Social Work and local
hospitals before an attempt is made to recover a property.

Planning

A complaint was made that the Planning service failed to issue appropriate neighbour
notification prior to the granting of a planning application. The complaint investigation found
that due to an administrative error, neighbour notification was not issued in relation to the
planning application.

As well as apologising to the complainant for the error, the Planning service reviewed their
neighbour notification procedure, and an additional step has now been added to their
process to ensure a double check that the neighbour notification has been issued to
mitigate the chances of this error reoccurring.
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Appendix 5

Scottish Public Services Ombudsman Improvement Cases

No Decision Notices were published by the Ombudsman relating to South Ayrshire Council.
during the reporting period 1 April to 30 September 2022.
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Appendix 6
Stage 2 Complaints Monitoring

All Stage 2 complaints investigated by the Council are monitored, and each quarter any
considered to be serious or high risk are reported to the Integrity Group.

Most Stage 2 complaints were undertaken at the Stage 2 level because they involved either
a response from more than one service or were too complex to resolve within 5 working
days at Stage 1.

In reporting period 1 April to 30 September 2022 no Stage 2 complaints were identified as

being serious or high risk, i.e., those that would have a serious impact on the Council’s
ability to provide services to the public.
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Appendix 7

south

AYRSHIRE

COUNCIL
Comhairle Siorrachd Air a Deas
Muking a Difference Every Day @ @89 @

South Ayrshire Council
Equality Impact Assessment
Scoping Template

Equality Impact Assessment is a legal requirement under the Public Sector Duty to promote equality
of the Equality Act 2010. Separate guidance has been developed on Equality Impact Assessment’s
which will guide you through the process and is available to view here: https://www.south-
ayrshire.gov.uk/equalities/impact-assessment.aspx

Further guidance is available here: https://www.equalityhumanrights.com/en/publication-
download/assessing-impact-and-public-sector-equality-duty-guide-public-authorities/

The Fairer Scotland Duty (‘the Duty’), Part 1 of the Equality Act 2010, came into force in Scotland
from 1 April 2018. It places a legal responsibility on Councils to actively consider (‘pay due regard
to’) how we can reduce inequalities of outcome caused by socio-economic disadvantage, when
making strategic decisions. FSD Guidance for Public Bodies in respect of the Duty, was published
by the Scottish Government in March 2018 and revised in October 2021. See information here:
https://www.gov.scot/publications/fairer-scotland-duty-guidance-public-bodies/

1. Policy details

Policy Title Complaints — Scrutiny Update
Lead Officer Wynne Carlaw, Service Lead — Democratic Governance —
(Name/Position/Email) wynne.carlaw@south-ayrshire.gov.uk

2. Which communities, groups of people, employees or thematic groups do you think will
be, or potentially could be, impacted upon by the implementation of this policy? Please
indicate whether these would be positive or negative impacts

Community or Groups of People Negative Impacts Positive impacts

Age — men and women, girls & boys - -

Disability - -

Gender Reassignment (Trans/Transgender - -
Identity)
Marriage or Civil Partnership - -

Pregnancy and Maternity - -

Race — people from different racial groups, (BME) - -
ethnic minorities and Gypsy/Travellers

Religion or Belief (including lack of belief) - -

Sex — (issues specific to women & men or girls & - -
boys)

Sexual Orientation — person’s sexual orientation - -
i.e., LGBT+, lesbian, gay, bi-sexual,
heterosexual/straight
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Community or Groups of People Negative Impacts Positive impacts

Thematic Groups: Health, Human Rights & -
Children’s Rights

3. What likely impact will this policy have on people experiencing different kinds of social
disadvantage i.e. The Fairer Scotland Duty (This section to be completed for any Strategic
Decisions). Consideration must be given particularly to children and families.

Socio-Economic Disadvantage Negative Impacts Positive impacts

Low Income/Income Poverty — cannot afford to -
maintain regular payments such as bills, food,
clothing

Low and/or no wealth — enough money to meet -
Basic living costs and pay bills but have no
savings to deal with any unexpected spends and
no provision for the future

Material Deprivation — being unable to access -
basic goods and services i.e., financial products
like life insurance, repair/replace broken electrical
goods, warm home, leisure/hobbies

Area Deprivation — where you live (rural areas), -
where you work (accessibility of transport)

Socio-economic Background — social class i.e., -
parent’s education, employment, and income

4. Do you have evidence or reason to believe that the policy will support the Council to:

General Duty and other Equality Themes
Consider the ‘Three Key Needs’ of the Equality Duty

Level of Negative
and/or Positive Impact

(High, Medium, or Low)

Eliminate unlawful discrimination, harassment, and Low
victimisation

Advance equality of opportunity between people who share a Low
protected characteristic and those who do not

Foster good relations between people who share a protected Low
characteristic and those who do not. (Does it tackle prejudice and

promote a better understanding of equality issues?)

Increase participation of particular communities or groups in public Low
life

Improve the health and wellbeing of particular communities or Low
groups

Promote the human rights of particular communities or groups Low
Tackle deprivation faced by particular communities or groups Low
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5. Summary Assessment

Is a full Equality Impact Assessment required?
(A full Equality Impact Assessment must be carried out if —YES

impacts identified as Medium and/or High)

NO

Rationale for decision:

This report is an analysis of performance that allows scrutiny. There are no proposals at
this stage to alter the way we provide services or Council policies

Signed : Catriona Caves Head of Service

Date: 26 October 2022
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Agenda Item No. 5

South Ayrshire Council

Joint Report by Head of Finance, ICT and Procurement
and Head of Legal and Regulatory Services
to Service and Performance Panel
of 22 November 2022

Subject: Corporate Support Services Capacity Issues - Update
1. Purpose
1.1 The purpose of this report is to provide Members with an update on progress and
outcomes so far achieved through the addition of temporary resources.
2. Recommendation
2.1 It is recommended that the Panel:

211 considers the progress and outcomes achieved through the addition
of temporary resources; and

2.1.2 note the various challenges being encountered in terms of recruiting
staff to these temporary posts.

3. Background
3.1 At its meeting on 26 October 2021, the Leadership Panel:

3.1.1 approved the creation of 11 temporary posts within the Corporate Support
teams for a 24-month period, at a cost of £0.842m, funded from
uncommitted reserves; and

3.1.2 noted that a report would be brought to the Service and Performance
Panel in December 2022 to consider the progress and outcomes achieved
through the addition of these temporary resources.

4, Proposals
4.1 Members are asked to consider the progress and outcomes achieved so far through

the addition of temporary resources, as detailed in Appendix 1.

4.2 One of the most significant challenges being encountered in utilising the approved

resource is the ability to recruit staff. As identified in Appendix 1, despite approval
being given in October 2021, it has taken between six and nine months to recruit
staff to the various posts via several rounds of advertisement. In one case the post
remains vacant despite a number of attempts to recruit. Unfortunately this appears
to be indicative of the overall market conditions in terms of public sector job
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5.1

5.2

6.1

7.1

8.1

8.2

9.1

10.

10.1

11.

111

12.

12.1

recruitment at present. This may be exacerbated to a certain degree by the posts
being temporary in nature which may be a less attractive option in the job market.

Legal and Procurement Implications

There are no legal implications arising from this report.

There are no procurement implications arising from this report.

Financial Implications

Of the funds provided, £0.174m has been spent to date, Of this £0.036m was spent
in the 2021/22 financial year and £0.138m so far spent in 2022/23 to 30 September
2022.

Human Resources Implications

Not applicable.

Risk

Risk Implications of Adopting the Recommendations

8.1.1 There are no risks associated with adopting the recommendations.

Risk Implications of Rejecting the Recommendations

8.2.1 There are no risks associated with rejecting the recommendations.
Equalities

The proposals in this report have been assessed through the Equality Impact
Assessment Scoping process. There are no significant potential positive or
negative equality impacts of agreeing the recommendations and therefore an
Equalities Impact Assessment is not required. A copy of the Equalities Scoping
Assessment is attached as Appendix 2.

Sustainable Development Implications

Considering Strategic Environmental Assessment (SEA) - This report does not
propose or seek approval for a plan, policy, programme or strategy or document
otherwise described which could be considered to constitute a plan, programme,
policy or strategy.

Options Appraisal

An options appraisal has not been carried out in relation to the subject matter of this
report.

Link to Council Plan

The matters referred to in this report contribute to Commitment 1 of the Council
Plan: Fair and Effective Leadership/ Leadership that promotes fairness.



13.

13.1

13.2

Results of Consultation
There has been no public consultation on the contents of this report.
Consultation has taken place with Councillor lan Davis, Portfolio Holder for Finance,

Human Resources and ICT, and the contents of this report reflect any feedback
provided.

Background Papers Report to Leadership Panel of 26 October 2021 - Corporate

Support Services Capacity Issues

Person to Contact Tim Baulk, Head of Finance, ICT and Procurement

Date:

County Buildings, Wellington Square, Ayr, KA7 1DR
Phone 01292 612620
E-mail tim.baulk@south-ayrshire.gov.uk

9 November 2022


https://ww20.south-ayrshire.gov.uk/ext/committee/CommitteePapers2021/Leadership%20Panel/26%20October%202021/item%2013a%2020211026%20LP%20Corporate%20Support%20Services.pdf
https://ww20.south-ayrshire.gov.uk/ext/committee/CommitteePapers2021/Leadership%20Panel/26%20October%202021/item%2013a%2020211026%20LP%20Corporate%20Support%20Services.pdf
mailto:tim.baulk@south-ayrshire.gov.uk

Appendix 1
Corporate Support Services Capacity Issues — Update

Service area Post No. of Grade Date appointed | Progress on actions taken and outcomes achieved
posts
Communications Comms Officer 2 Level 7 21 March 2022 Social Media - The trend during Covid for people to use

social media for council news has continued to grow. Social
media followers have increased significantly since March
2022, (from 34, 593 to 53, 247 followers across 6 channels).
The 2 Assistant posts play a key role in managing the high
volume of interactions, comments and questions on these
channels as well as creating engaging and high-quality
content. The team would not be able to manage this volume
without the additional resource.

Design — The Communications Assistants play a key role in
supporting the in-house design service, providing an average
of 15 hours of design work per week, including the
production of South Ayrshire Council magazine. To outsource
this work services would pay approx. £35 per hour, resulting
in a saving of £15,750 to date. The demand for in-house
design continues to grow and this in house provision
represents better value than outsourcing design work.

Communications Campaigns — Demand on the service
continues to grow. Assistants have played a key role in the
design and delivery of 50 communications campaigns and
activity since 1 April 2022. Assistants play a key role in
evaluating the effectiveness of campaigns, including carrying
out social media analytics.

Employee Comms — Assistants played a key role in the
development and delivery of employee comms enabling the




Service area

Post

No. of
posts

Grade

Date appointed

Progress on actions taken and outcomes achieved

launch and ongoing development of the employee corporate
Yammer channel.

Additionally, the roles provide significant support for press
releases, speechwriting, media liaison, arranging photo calls
and advertising.

Employee Services

Employee Service
Administrator

Level 5

1on22Nov?21
lon17Jan22

lon31lJan22
but left 25 Sept
22%

*replacement 1
on 10 Oct 22

Difficulty filling and required to re-advertise. One person
was already in a temporary contract covering maternity
leave and we then extended the contract when the
maternity leave ended. One of the temp employees stayed
in position for 8 months and then we readvertised and
managed to fill it from another internal temp quite quickly.

The temporary employees are carrying out the agreed
duties. The additional positions have helped the workload
pressures, but it is anticipated that the teams are still 4 FTE
below what is required for the current workload.

Finance

Senior Accountant

Level 12

n/a

Unable to appoint despite two separate attempts to fill the
posts in, December 2021 and March 2022. The post remains
unfilled at present with the workload being absorbed within
the current compliment of staff. This is impacting on the
incumbent staff who are working beyond capacity at times
which is unsustainable in the long term. The result of this
affects the output of the HSCP finance team in supporting
the partnership. A further 3™ round of recruitment for the
position is currently being considered.

ICT

Assets and Compliance Officer

Level 4

7 March 2022
*28 Feb 2022 but
left post on 9
June 22

(* now currently
vacant)

There were no difficulties in filling the roles, beyond a low
volume of candidates. the successful applicants have proved
to be valuable assets working on Improvements in asset &
compliance distribution.




Service area

Post

No. of
posts

Grade

Date appointed

Progress on actions taken and outcomes achieved

DevOps Engineer

Level 10

17 Jan 2022

Regulatory and legislative compliance including but not
limited to security patching and development of automated
services. | would note that the removal of the post will
generate service delivery challenges moving forward.

Legal

Solicitor

Level 11

3 May 2022

The two posts were advertised (internally and externally)
and we were hopeful that although temporary, the 2 year
contract and flexibility for home working would attract a
number of candidates. However we only received a small
number of applications and were only successful in recruiting
one solicitor, despite readvertising.

The additional resource of the temp solicitor in the Property
& Contracts team has allowed for capacity to be improved
within the team to provide legal advice in areas such as
Ayrshire Growth Deal, community empowerment, property
projects and contract disputes, as well as generally in more
“business as usual” work such as sales/purchase/leasing and
advice to Panels. In addition, the new solicitor has provided
significant legal advice across the summer to the Housing
team in connection with the implementation of the Short
Term Let legislation.

However the team continues to be under pressure from
competing demands and requirements of service
departments, in particular in relation to Common Good title
checks and investigation work, and a request to try a 3
round of recruitment for the 2" position is being reviewed
by the Head of Service.

Total FTE

11




Appendix 2

south

ARSHIRE

COUNCIL
Comhairle Siorrachd Air a Deas
Making a Cifference Every Doy @ @80 0 8

South Ayrshire Council
Equality Impact Assessment
Scoping Template

Equality Impact Assessment is a legal requirement under the Public Sector Duty to promote equality
of the Equality Act 2010. Separate guidance has been developed on Equality Impact Assessment’s
which will guide you through the process and is available to view here: https://www.south-
ayrshire.gov.uk/equalities/impact-assessment.aspx

Further guidance is available here: https://www.equalityhumanrights.com/en/publication-
download/assessing-impact-and-public-sector-equality-duty-guide-public-authorities/

The Fairer Scotland Duty (‘the Duty’), Part 1 of the Equality Act 2010, came into force in Scotland
from 1 April 2018. It places a legal responsibility on Councils to actively consider (‘pay due regard
to’) how we can reduce inequalities of outcome caused by socio-economic disadvantage, when
making strategic decisions. FSD Guidance for Public Bodies in respect of the Duty, was published
by the Scottish Government in March 2018 and revised in October 2021. See information here:
https://www.gov.scot/publications/fairer-scotland-duty-quidance-public-bodies/

1. Policy details

Policy Title Corporate Support Services Capacity Issues
Lead Officer Tim Baulk, Head of Finance, ICT and Procurement —
(Name/Position/Email) tim.baulk@south-ayrshire.gov.uk

2. Which communities, groups of people, employees or thematic groups do you think will
be, or potentially could be, impacted upon by the implementation of this policy? Please
indicate whether these would be positive or negative impacts

Community or Groups of People Negative Impacts Positive impacts

Age — men and women, girls & boys - -

Disability - -

Gender Reassignment (Trans/Transgender - -
Identity)
Marriage or Civil Partnership - -

Pregnancy and Maternity - -

Race — people from different racial groups, (BME) - -
ethnic minorities and Gypsy/Travellers

Religion or Belief (including lack of belief) - -

Sex — (issues specific to women & men or girls & - -
boys)



https://www.south-ayrshire.gov.uk/equalities/impact-assessment.aspx
https://www.south-ayrshire.gov.uk/equalities/impact-assessment.aspx
https://www.equalityhumanrights.com/en/publication-download/assessing-impact-and-public-sector-equality-duty-guide-public-authorities
https://www.equalityhumanrights.com/en/publication-download/assessing-impact-and-public-sector-equality-duty-guide-public-authorities
http://www.gov.scot/Publications/2018/03/6918
https://www.gov.scot/publications/fairer-scotland-duty-guidance-public-bodies/

Community or Groups of People Negative Impacts

Positive impacts

Sexual Orientation — person’s sexual orientation -
i.e. LGBT+, lesbian, gay, bi-sexual,
heterosexual/straight

Thematic Groups: Health, Human Rights & -
Children’s Rights

3. What likely impact will this policy have on people experiencing different kinds of social
disadvantage i.e. The Fairer Scotland Duty (This section to be completed for any Strategic
Decisions). Consideration must be given particularly to children and families.

Socio-Economic Disadvantage Negative Impacts

Positive impacts

Low Income/Income Poverty — cannot afford to -
maintain regular payments such as bills, food,
clothing

Low and/or no wealth — enough money to meet -
Basic living costs and pay bills but have no
savings to deal with any unexpected spends and
no provision for the future

Material Deprivation — being unable to access -
basic goods and services i.e. financial products
like life insurance, repair/replace broken electrical
goods, warm home, leisure/hobbies

Area Deprivation — where you live (rural areas), -
where you work (accessibility of transport)

Socio-economic Background — social class i.e. -
parent’s education, employment and income

4. Do you have evidence or reason to believe that the policy will support the Council to:

General Duty and other Equality Themes
Consider the ‘Three Key Needs’ of the Equality Duty

Level of Negative
and/or Positive Impact

(High, Medium or Low)

Eliminate unlawful discrimination, harassment and Low
victimisation

Advance equality of opportunity between people who share a Low
protected characteristic and those who do not

Foster good relations between people who share a protected Low
characteristic and those who do not. (Does it tackle prejudice and

promote a better understanding of equality issues?)

Increase participation of particular communities or groups in public Low
life

Improve the health and wellbeing of particular communities or Low
groups

Promote the human rights of particular communities or groups Low
Tackle deprivation faced by particular communities or groups Low




5. Summary Assessment

Is a full Equality Impact Assessment required?
(A full Equality Impact Assessment must be carried out if —YES
impacts identified as Medium and/or High)

NO

Rationale for decision:

This report provides an update on progress and outcomes achieved through the addition
of temporary resources. Members’ decision on this has no specific equality implications

Signed : Tim Baulk Head of Service

Date: 17 October 2022




Agenda Item No. 6

South Ayrshire Council

Report by Depute Chief Executive and Director
of Housing, Operations and Development
to Service and Performance Panel
of 22 November 2022

Subject: Council Plan 2018-22 (2020 Mid-Term Refresh/

Extended) - July to September 2022

11

2.1

3.1

3.2

3.3

Purpose

The purpose of this report is to allow Elected Members the opportunity to review
progress made towards achieving the strategic objectives contained within the
Council Plan 2018-22 (2020 Mid-Term Refresh).

Recommendation
It is recommended that the Panel:

21.1 considers the progress through the narrative set out within
Appendix 1; and

2.1.2 considers the performance indicators reported in Appendix 2, this
report contains indicators that can be reported quarterly. All
performance indicators were reported to Service and Performance
Panel on 23 August 2022, report here.

Background
This report has been prepared to help evaluate progress against the_Council Plan

2018-2022 (2020 Mid-Term Refresh), The Council Plan was extended by one year
in January 2022, paper available here.

The attached reports that 47 actions are now complete, however, where possible
updates for quarter two have been provided, 25 are on target and one is not on
target and one is on hold, all narrative is available in Appendix 1.

Audit Scotland published the Council’'s Best Value Assurance Report in October
2021, this report contained recommendations relating to performance monitoring
and reporting:

Recommendation 6 The Council should improve performance reporting, by:

. Setting targets for its KPlIs;

. Including a summary of performance against KPIs in its performance
reports to Members;
1


https://www.south-ayrshire.gov.uk/media/5681/item-5-Council-Plan-2018-22-Refreshed/pdf/item_5_SPP_230822_Council_Plan_Performance_COMBINED.pdf?m=637958142394830000
https://www.south-ayrshire.gov.uk/media/5681/item-5-Council-Plan-2018-22-Refreshed/pdf/item_5_SPP_230822_Council_Plan_Performance_COMBINED.pdf?m=637958142394830000
https://www.south-ayrshire.gov.uk/council-plans/documents/sac%20council%20plan%202018-2020%20mid%20term%20refresh%20-%20feb%202020%20v7%20final.pdf
https://www.south-ayrshire.gov.uk/council-plans/documents/sac%20council%20plan%202018-2020%20mid%20term%20refresh%20-%20feb%202020%20v7%20final.pdf
https://www.south-ayrshire.gov.uk/council-plans/documents/sac%20council%20plan%202018-2020%20mid%20term%20refresh%20-%20feb%202020%20v7%20final.pdf
https://www.south-ayrshire.gov.uk/council-plans/documents/sac%20council%20plan%202018-2020%20mid%20term%20refresh%20-%20feb%202020%20v7%20final.pdf
https://www.south-ayrshire.gov.uk/council-plans/documents/sac%20council%20plan%202018-2020%20mid%20term%20refresh%20-%20feb%202020%20v7%20final.pdf
https://www.south-ayrshire.gov.uk/media/3441/item-5b-LP-180122-Council-Plan-2018-22-2020-Mid-Term-Refresh-Extension/pdf/item_5b_20220118_LP_Council_Plan.pdf?m=637835622344300000
https://www.south-ayrshire.gov.uk/media/3441/item-5b-LP-180122-Council-Plan-2018-22-2020-Mid-Term-Refresh-Extension/pdf/item_5b_20220118_LP_Council_Plan.pdf?m=637835622344300000
https://ww20.south-ayrshire.gov.uk/ext/committee/CommitteePapers2021/South%20Ayrshire%20Council/9%20December%202021/Item%204%20SAC091221%20Best%20Value-App1.pdf

3.4

4.1

4.2

5.1

5.2

6.1

7.1

8.1

8.2

. Increasing the frequency of reports to Elected Members; and

. Making performance reports more accessible to the public (paragraphs 32,
47 and 51).

As set out in the Performance Management Framework as approved at the Service
and Performance Panel on 8 February 2022, reports on the delivery of the Council
Plan will be reported quarterly, however, many of the performance indicators are
annual data collections and cannot be reported quarter. Moving forward in the next
iteration of the Council Plan quarterly indicators and targets will be considered.

Proposals

Reporting on all of the strategic priorities will provide a more holistic overview of
how all services are contributing to delivering the Council Plan. Appendix 1 sets out
performance against the strategic priorities:

Fair and effective leadership;
Closing the gap;

Grow well, live well, age well;
South Ayrshire works;

Stand up for South Ayrshire; and

o 0k~ wbdh Pk

A better place to live.

The data has been refreshed to bring it up to date as far as is currently available for
this Panel, reflecting the latest information as accessible to Members through
Pentana.

Legal and Procurement Implications

There are no legal implications arising from this report

There are no procurement implications arising from this report

Financial Implications

Not applicable.

Human Resources Implications

Not applicable.

Risk

Risk Implications of Adopting the Recommendations

8.1.1 There are no risks associated with adopting the recommendations.

Risk Implications of Rejecting the Recommendations

8.2.1 Rejecting the recommendations may impact on the reputation of the
Council.


https://www.south-ayrshire.gov.uk/media/4767/Performance-management-framework-refreshed-2022/pdf/Performance_Management_Framework_refreshed_2022.pdf?m=637891584963370000
https://www.south-ayrshire.gov.uk/media/4767/Performance-management-framework-refreshed-2022/pdf/Performance_Management_Framework_refreshed_2022.pdf?m=637891584963370000
https://southayrshire.pentanarpm.uk/portalgroups/view/2020/councillor-view

9.1

10.

10.1

11.

111

12.

12.1

13.

13.1

13.2

Equalities

The proposals in this report allow scrutiny of performance. The report does not
involve proposals for policies, strategies, procedures, processes, financial
decisions and activities (including service delivery), both new and at review, that
affect the Council’s communities and employees, therefore an equality impact
assessment is not required.

Sustainable Development Implications

Considering Strategic Environmental Assessment (SEA) - This report does not
propose or seek approval for a plan, policy, programme or strategy or document
otherwise described which could be considered to constitute a plan, programme,
policy or strategy.

Options Appraisal

An options appraisal has not been carried out in relation to the subject matter of this
report.

Link to Council Plan

The matters referred to in this report contribute to delivery of all of the Council’s
strategic objectives and all of the strategic outcomes.

Results of Consultation
There has been no public consultation on the contents of this report.
Consultation has taken place with Councillor Martin Dowey, Portfolio Holder for

Corporate and Strategic, and the contents of this report reflect any feedback
provided.

Background Papers South Ayrshire’s Performance Management Framework —

February 2022

Person to Contact Kevin Anderson, Service Lead — Policy, Performance and

Date:

Community Planning

County Buildings, Wellington Square, Ayr KA7 1UT
Phone 01292 612982

E-mail kevin.anderson@south-ayrshire.qov.uk

9 November 2022


https://www.south-ayrshire.gov.uk/media/4767/Performance-management-framework-refreshed-2022/pdf/Performance_Management_Framework_refreshed_2022.pdf?m=637891584963370000
https://www.south-ayrshire.gov.uk/media/4767/Performance-management-framework-refreshed-2022/pdf/Performance_Management_Framework_refreshed_2022.pdf?m=637891584963370000
https://www.south-ayrshire.gov.uk/media/4767/Performance-management-framework-refreshed-2022/pdf/Performance_Management_Framework_refreshed_2022.pdf?m=637891584963370000
mailto:kevin.anderson@south-ayrshire.gov.uk

Appendix 1
South Ayrshire Council Plan 2018-22 (refreshed/extended)
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Progress Key

» | Ontarget | [} concerns

Not on target, some

On Hold v Complete *

Carried forward in another

plan

1 Fair and effective leadership

1.1 We will design our services with people at the heart

COPL 01.1a Redesign and rebuild the Council’s website with Service Lead - |All content now moved over from old site. Ongoing work continues to
A L - . . . - . . . 31-Oct-
a focus on delivering digital services and digital ICT Enterprise [enhance and improve digital services on new site. Now looking to 100% w 5022
engagement. Architecture decommission old site.
The Ayrshire Archives is now open within South Ayrshire every Tuesday,
by appointment, which is the level of service provided to South Ayrshire
Council residents prior to the re-location to South Harbour Street.
. . . . Service Lead - . . . . . .
COPL 01.1b Relocate Ayrshire Archives and Registration to . Registration Services have not yet re-allocated. Discussions are ongoing \ 31-Dec-
. - Democratic - . . . - 70% Y
a purpose build repository at South Harbour Street. regarding the risks around members of the public accessing the marriage 2022
Governance . -
room through Ayr Grammar school during school operational hours, and
National Records of Scotland (NRS) guidance on the new operational
model as data controller to the records processed by Registration
Services.
1.2 We will invest in our workforce for the future
Annual workforce profiles have been issued to each Service Lead
providing snapshot workforce information for their service area. Service
Leads also have the facility to pull workforce information directly via the
Service Lead - |Oracle Service Reporting Tool. The profiles, alongside the Service
COPL 01.2a Provide Service Leads with Workforce Planning Organisational Repor'tlng Too_l, will help Serwge Leads t_o consn_der broader v_vt_)rkforce 31-Mar-
. Development and |planning requirements, alongside more immediate and specific recovery 100% w
support and advice. . . 2022
Customer planning. To provide further support, a new Workforce and
Services Succession Planning Toolkit is now available on the Core. This
provides Service Leads with further guidance on aspects such as horizon
scanning, planning templates, and service case studies. We will enhance
and expand the toolkit as national workforce guidance develops.
We currently have 104 Modern Apprentices (MAs) in a range of
COPL 01.2b Create modern apprenticeship opportunities Serwcg I__ead - occupatlonal areas the Executive L_eadersh!p Team (ELT) approved the 31-Mar-
. Thriving creation of four new adult apprentice positions within Property 100% v
across South Ayrshire for our young people. = . - - - - C 2022
Communities Maintenance - this will be a 4-year apprenticeship for two joiners and
two plumbers. The vacancies have been advertised internally to offer



https://thecore.south-ayrshire.gov.uk/article/13113/Workforce-planning-and-succession-planning-
https://thecore.south-ayrshire.gov.uk/article/13113/Workforce-planning-and-succession-planning-
https://thecore.south-ayrshire.gov.uk/article/13113/Workforce-planning-and-succession-planning-
https://thecore.south-ayrshire.gov.uk/article/13113/Workforce-planning-and-succession-planning-
https://thecore.south-ayrshire.gov.uk/article/13113/Workforce-planning-and-succession-planning-
https://thecore.south-ayrshire.gov.uk/article/13113/Workforce-planning-and-succession-planning-
https://thecore.south-ayrshire.gov.uk/article/13113/Workforce-planning-and-succession-planning-
https://thecore.south-ayrshire.gov.uk/article/13113/Workforce-planning-and-succession-planning-
https://thecore.south-ayrshire.gov.uk/article/13113/Workforce-planning-and-succession-planning-
https://thecore.south-ayrshire.gov.uk/article/13113/Workforce-planning-and-succession-planning-

opportunities to current staff who are looking to upskill themselves or a
change in career.

Further MA areas to be recruited are —

Social Services and Health Care — advertised in August 2022
Sustainable Resource Management — advertised in August 2022
Roads — advertised in October

Equality Dara
Currently 11 of our MAs are care experienced, one is a young carer and
33 have an additional support need.

July — September

Our Modern Apprenticeship Programme continues to offer young people
16-19years a range of occupational areas across the organisation.
During quarter two we recruited apprentices within Property
Maintenance, Waste Management, Business Administration and Thriving
Communities.

One young person still studying Level 2 Horticulture secured a fulltime
post and young people from our Town Centre Employability Squad have
secured positions within Waste Management demonstrating our
progression pathways in to employment.

1.3 We will plan well for the future using sound evidence and involve our communities

Service Lead -
Policy,

Involved tenants continue to be actively involved in the housing service.
Work continues in relation to communications, scrutiny and performance

COPL 01.3a Strengthen our tenants’ voice through the ; ] . - L - R o 31-Mar-
implementation of our Tenant Participation Strategy Performancg and |along with service mqnltorlng Wlth_ recognition of th!s through nomlnat_lon 90% 5023
’ Community to the Chartered Institute of Housing (CIH) awards in the “Excellence in
Planning Communications” category.

In 2020/21 The Housing Revenue Account (HRA) Business Plan was

reviewed and the outcome informed the options which were discussed

with tenant representatives and contained in the rent setting

consultation. The consultation results along with proposals for future rent
COPL 01.3c Conduct periodic reviews our HRA Business Plan . setting for 2021/22 and beyond were considered by a Special Meeting of
. . - . e - Service Lead - . . f 31-Mar-
in consultation with tenants, to identify investment priorities Housing Services South Ayrshire Council on 20 January 2021. Council approved a 1.5% 100% 5022

and inform the rent setting process.

increase for 3 years on rents and other charges, a realignment of rents
for 1-bedroom new build properties and a freeze on rental charges for
other new build properties and homeless temporary accommodation. An
ongoing annual review of the HRA Business Plan will be undertaken in
consultation with tenant representatives.




1.4 We will adapt our services to reduce

inequalities and help the most vulnerable in our communities

COPL 01.4a Develop an integrated approach to Trauma-

Service Lead -
Policy,

Work continues towards embedding Trauma-Informed Practice within

Informed Practice in partnership with Community Planning Performance and Services. 30% Sjéb'\ggr-
Partners. Community
Planning
The review of the Allocations Policy is progressing, and Officers are
working to the revised target date of 31 March 2023. The Officers
working group has continued to draft proposals and considerations to
develop a new Allocations Policy, this has included a scoping exercise to
identify changes within the current Housing Management Policies and
work is ongoing to identify the potential impacts of proposed changes.
Both these policy documents will progress to the consultation phase prior
to any final draft being submitted to Council for consideration.
Consultation will be inclusive of all relevant and interested parties and
COPL 01.4b Review the Council's House Allocations Policy to| Service Lead - [|briefings will arranged for early Autumn. All necessary impact 65% 31-Mar-
make best use of available housing stock. Housing Services |assessments have also been considered in the project plan. ° 2023
The Housing Online project commenced in June 2022, this project
includes the development of an ‘online housing application and advice
module’. Officers are working alongside ICT and the software provider to
tailor the package to meet local need, this is being progressed through
the Council’s Strategic Change Programme. Implementation is scheduled
for March 2023.
COPL 01.4c Undertake a phased review of Benefits Services Service Lead - 31-Mar-
to ensure a responsive and customer focused approach is Revenues and |[Service Review proposals approved at LP of 15 Feb 2022. 100% 5022
provided to support those affected by Welfare Reform. Benefits
Service Lead - [We now have three properties fully signed up to the scheme, with two
COPL 01.4d Develop a Social Lettings Service to support Policy, tenants in 5|ty and a_3rd property being _marl_(eted at the moment. TWQ 31-Mar-
. Performance and |more properties are in the process of being signed onto the scheme with 100%
access to the Private Rented Sector. - . . . . : 2022
Community a revised target of meeting ten properties by end of financial year 22/23.
Planning
2 Closing the gap
2.1 We will create more training and employability opportunities for all young people
for young people, including the WorkOut programme. 9 p ) g peop y P P 0 2022

Communities

part of their curriculum between September and March. Thriving




Communities delivered team building sessions to the young people and
supported young people with their inductions.

The Town Centre Employability Squad is supporting young people this
year through WorkOut! in addition to supporting placements through No-
One Left Behind.

The Local Employability Partnership continue to plan, monitor and
develop new employability initiatives through No One Left Behind.

COPL 02.1b Implement the Educational Services
Improvement Plan

Director of
Education

The annual updated Educational Services Recovery and Improvement
Plan 2021- 24 was agreed at Leadership Panel in September. Good
progress is being made in taking forward the plan. Progress to date was
shared through the Standards and Quality Report.

50%

31-Mar-
2023

COPL 02.1c Continue to work with partners to provide
meals during school holidays to support activity clubs within
local communities.

Co-ordinator —
Community
Safety

During Summer 2022 Thriving Communities organised a range of
activities for targeted young people, parents and families and
communities across South Ayrshire. Scottish Government Funding
allowed locality-based teams to plan the summer programme in
collaboration with local 3™ sector partners. The video showcases the
work during the summer holidays -
https://vimeo.com/ayrshirefilmco/review/748025447/0705d2920e?

A Youth Festival was also arranged at the end of the summer holidays at
Ayr Academy with over 300 young people from across South Ayrshire
attending. The bounce festival was completely free of charge for young
people with transport provided by Thriving Communities. The video
showcases the Bounce Festival event with feedback from young people -
https://vimeo.com/ayrshirefilmco/review/749274411/b26a898f9d

Local partners are planning our targeted October free school meals
provision in North Ayr, Barassie, Girvan and Maybole.

100%

31-Mar-
2022

2.2 We will work closely with partners to support looked after children and young people and young carers to reach their potential

Service Lead -
Policy,

Housing Options for young people leaving care continues to develop
alternative housing solutions to prevent young people leaving care
accessing the homeless system. Effective partnership working and
communication between South Ayrshire Council and the Health and

COPL 02.2a En_sure young people leaving care do not have Performance and [Social Care Partnership (H&SCP) allows for continuous improvement. The 70% b 31-Mar-
to access housing through the homeless system. - - . . 2023
Community Housing Support contract for 16-25 year olds is performing well and
Planning meeting the objectives. Contract monitoring and quality assurance
continues with good practice highlighted and improvements identified
COPL 02.2b Implement the Child Poverty Action Plan to help| Service Lead - |Child poverty estimates are published by the End Child Poverty Alliance 70% b | 31-Mar-



https://vimeo.com/ayrshirefilmco/review/748025447/0705d2920e?
https://vimeo.com/ayrshirefilmco/review/748025447/0705d2920e?
https://vimeo.com/ayrshirefilmco/review/749274411/b26a898f9d

close the opportunity Gap

Children's
Services and
Child Poverty

and data for 2020-21 was published in July 2022. The figures estimate
children living in poverty which is defined as below 60% median income
after housing costs. South Ayrshire’s figure is 20.6% which is a reduction
on the 24.8% estimated in 2019/20. Measures to mitigate child poverty
are discussed at the Community Planning Financial Inclusion Strategic
Delivery Partnership. Current work is focussed on income maximisation
(ensuring families are accessing all funding and grants that they’re
entitled to), fuel poverty (working with the Energy Agency), Food
Poverty (working with the third sector) and supporting adults into work
(Thriving Communities). The Inclusive Growth strand of the Ayrshire
Economic Growth Deal should also help to reduce the numbers in poverty
in South Ayrshire. Given the emergent cost of living pressures, a Cost of
Living Crisis Members-Officers working group has been established to
explore all possible measures which the Council has at its disposal which
can ease the pressure on families. Work will be undertaken to integrate
activities focussed on tackling cost of living issues with the development
of a new child poverty plan in line with the new national plan.

2023

COPL 02.2c Work to improve the legal permanence journey
for care experienced children.

Service Lead -
Legal and
Licensing

Co-ordinator (Legal Services) sits as a member of the Signs of Safety
Implementation Group for the H&SCP, and they are continuing to review
and revise paperwork for social work reports for permanence cases. The
work will be ongoing, but | am satisfied that the action can now be
marked as implemented, with good joint working leading to better
outcomes for care experienced children.

100%

31-Mar-
2023

COPL 02.2d Work closely with Young People Support and
Transition Team, Champions Board and Employability and
Skill to improve outcomes for young people.

Service Lead -
Thriving
Communities

Thriving Communities continue to work alongside Skills Development
Scotland, Health and Social Care Partnership and Education to improve
outcomes for young people who are care experienced. Officers are co-
located and transition and tracking meetings take place regularly. The
partners are working together to support Care Experience Week with an
event planned at Ayrshire College in October.

100%

31-Mar-
2022

COPL 02.2e Work with partners to improve employability
outcomes for care experienced young people.

Service Lead -
Thriving
Communities

The school leaver follow up statistics for sustained destinations for care
experienced young people as of the June 2022 snapshot are as follows:-

SAC — 97.60%
SCOTLAND — 79.70%

Thriving Communities will continue to track and monitor young people
who are care experienced journey alongside Skills Development
Scotland, Education and Ayrshire College. Employability outcome
remains a priority and progress will continue to be reviewed through the
Children’s Service CPP group and the Promise.

100%

31-Mar-
2022

COPL 02.2f Deliver targeted employability programmes for
care experienced young people and a supported

Service Lead -
Thriving

Officers continue to support young people who are care experienced and
young people with additional support needs. Through the local

100%

31-Mar-
2022




employment programme for young people with additional
support needs.

Communities

employability partnership (LEP) partners are developing initiatives to
help close the disability employment gap. Employment Fayres are being
organised and there is a targeted approach to generating referrals. One
young person recently progress from project Search in to a Modern
Apprenticeship with Thriving Community Health and Wellbeing Team.

SAC tailored jobs programme is on target have everyone in post.
Thriving Communities have submitted proposals through UK Shared
Prosperity Fund (UKSPF) to allow targeted work to support young people
with ASN and Care Experience beyond March 2023 when the current
European Social Fund (ESF) Funding finishes.

2.3 We will invest in our young people, raising attainment and creating modern and engaging places for our young people to learn
The annual updated Educational Services Recovery and Improvement
COPL 02.1b Implement the Educational Services Director of Plan 2021- 24 was agreed at Leadership Panel in September. Good 50% [?'.; 31-Mar-
Improvement Plan Education progress is being made in taking forward the plan. Progress to date was 2023
shared through the Standards and Quality Report.
Digital investment in technology continues to occur across the school’s
estate, with notable projects including the upgrade of internet content
access and continued refresh of End User Devices.
A recurring Education Strategy Group continues to meet to both prioritise
COPL 02.3a Continue to invest in new and improved . and drive forward ideas for future investment.
technology for schools to enhance the environment that Service Lead - 78% . 31-Mar-
su ortsgl)éarnin and teaching for children ICT Operations |Information is still to be provided in relation to the government initiative 2023
PP 9 9 : of “One Device for Every Child” which could have significant impact on
the learning environment. We are awaiting further details on this
initiative and activity on this initiative is paused until information is made
available.
The current South West Education Improvement Collaborative (SWEIC)
Plan concluded at the end of March 2021 and a new plan published.
COPL 02.3b Build collaborative capacity across the South Significant progress ha_s been made since the first plan was publ_lshed in
. . . 2018. Progress in closing the gap and assessment and moderation
West to improve outcomes for learners by offering and Director of workstreams in particular has been strong. Collaboration is now 100% v 31-Mar-
facilitating peer to peer, school to school and authority to Education P 9 2022

authority professional learning.

becoming the default position in many areas. Leadership of the
collaborative is passing to Dumfries and Galloway from June 2021.
South Ayrshire will continue to play a strong role, however not leading,
therefore this target can be considered completed.

2.4 We will work with communities to make the best use of the school estate by creating local hubs




COPL 02.4a Deliver a programme of projects to ensure our

Assistant Director
- Place

Team now in place and delivering a range of projects to ensure our

schools and other community hubs are placed at the heart Directorate; schools and community hubs are used as places for learning and 100% V 31-Mar-
of our communities, with the required services delivered Assistant Director |engagement with our communities. Action now complete although work 2022
from the most suitable sites. - People will be ongoing.
Directorate
Opportunities for parents accessing the Evolve programme (LTU) have
COPL 02.4b Deliver a targeted programme of family support . bee_~n discussed and shapgd with advice and gwdanc_e from our PES
. . ] . - Service Lead - |Officer who has welfare rights knowledge and experience to undertake
including employment interventions, money and debt advice s - - S 31-Mar-
. ) . Thriving better off and what if calculations to ensure individuals and households 100% w
and onward referral to appropriate agencies within the 2 - N 2022
Communities  |will be better off when moving into work.

school based local hubs.
COPL 02.4c Continue to build new schools to improve the . The main works at Prestwick Campus are now complete and the building

. . . Service Lead - -, . . -
environment that supports learning and teaching for Special Propert handed over. The demolition of the old school and final landscaping will 100% v 31-Mar-
children and young people and to provide a base for local p PErY lpe complete by March 2023. The main works at Maybole Campus are 2022

hubs in areas of highest deprivation.

Projects

ongoing and on programme for handover August 2023.

2.5 We will ensure the Council is sufficiently resilient and adaptable to changes that affect the lives of all residents especially those in

poverty

COPL 02.5a Work with partners to respond to Scotland’s

Service Lead -
Policy,

Work is progressing to identify opportunities for upstream homelessness
prevention. Housing First is progressing in line with strategic targets.

‘Transition to Rapid Rehousing’ for homeless and potentially | Performance and |Actions detailed within the Rapid Rehousing Transition Plan (RRTP) are 50% [f,'> 3123\2?;-
homeless households. Community progressing. Housing Policy and Strategy continues to remain informed
Planning of national developments.
A Housing First Officer and Housing First Support Worker are now in
Service Lead - |post. The service is currently supporting 32 clients. An ELT paper has
COPL 02.5b Expand the Housing First service to meet the Policy, been prepared for submission requesting the recruitment of an additional 31-Mar-
needs of people with experience of repeat homelessness Performance and |two Housing First Support Workers to allow the service to expand to 80% @'} 5023
and complex needs. Community provide support to 50 people by April 2024. Discussions are taking place
Planning regarding a stepping down process for those whose support needs have
reduced.
Service Lead - [During quarter 2 of 2022/23 the Information and Advice Hub (IAAH)
COPL 02.5c¢ Monitor customer need and trends to provide Organisational |handled 8,632 enquires, which is a 26% increase on quarter 2 of 31-Mar-
targeted information and advice services, adapting our Development and [2021/22. The transfer of crisis grant applications to the Scottish Welfare 100% v 5022
approach as required. Customer Fund team, as well as increased temporary staff in the Hub funded by
Services Covid recovery funding has enabled the team to manage the increase.
COPL 02.5d Support people who are furthest away from the | Service Lead - |Youth provision 31-Mar-
labour market through each stage of the employability Thriving To date we have support 149 young people on our Positive Futures 100% V 5022

pipeline and into work.

Communities

programme with 34 progressing into employment, further education or a




Modern Apprenticeship. In addition to supporting young people on the
programme, we provide an aftercare service to those who have left the
programme to progress to a positive destination. Currently we support
400 young people in positive destinations to ensure they are able to
sustain their destination

Adult provision

The “Evolve” programme for over 25’s who have been 12 months or
more unemployed has now been established with 20 participants taking
up 6 month posts with council services and seven with 3rd Sector
partners during the period 01 April 2022 — 30 June 2022. A further
intake of 22 participants is planned for the period 01 July — 30
September 2022.

100 new referrals were received for the Adult Employability Programme
in the period 01 April 2022 -30 June 2022 with 33 clients progressing
into employment or further education within the period.

The Family Engagement team are currently supporting 79 parents/carers
and have provided aftercare/in-work support to 27 parents. 6 parents
are engaging on the PAVE programme (Pathways for Adults Volunteering
in Education) with expected progression routes to be college,
employment or participating on the ‘Evolve’ programme.

July — September

Thriving Communities continue supporting young people and adults
through our employability pipeline and in to employment or further
education.

During July — September our Youth Team have been working alongside
Education, Skills Development Scotland and DWP to ensure young people
are in a positive destination. The annual School Leaver Destination
report (SLDR) snapshot from September will be published in February
2022.

The 2022 Annual Participation measure was published in September
2022 and shows further improvement in 16-19 year olds in a positive
destination with 93.7%compared to the national average of 92.4%.

Our adult employability team continue supporting adults in to
employment across South Ayrshire. Between July and September 20
Adults started on the Evolve Programme that provides adults who are
long term unemployed, six months paid work experience with the local
authority or 3rd sector.




Our adult team are working closely with SALUS to support adults with
health barriers in to employment.

3 Grow well, live well, age well

3.1 We will enhance collaborative working to maximise support and ensure all residents have the opportunity to be healthy, supported

and safe

COPL 03.1a Deploy and actively market technology
solutions to enable collaboration. Expand and upgrade

Service Lead -

Microsoft 365 platform has now been deployed to all ICT users across
the Council including the HSCP. The M365 project team successfully
developed an on-boarding programme with each service to promote the
solution, understand each service’s needs and work with them as it was

shared technology services and data sharing between the ICT Enterprise rolled out on a service-by-service basis. With the Council and HSCP now 100% 31-Aug-
. : : . being on the same platform, collaboration and sharing has been 2022
Council, the Health & Social Care Partnership and NHS Architecture . - . . e
Ayrshire and Arran. improved though issues between HSCP a_nq _NHS still remain. Wlth initial
deployment to now complete, further activities beyond this Action to
embed and consolidate the use of M365 across our Services are now
underway, again being led by the M365 project team.
Work continues to identify housing needs of HSCP service users. The
Housing Need and Demand Assessment includes details of the needs of
specific groups and will be used to inform the development of the Local
Service Lead - |Housing Strategy,
COPL 03.1b Work with partners to meet the identified Policy, 31-Mar-
housing needs of Health and Social Care Partnership service | Performance and |Consultation on the content of the next Local Housing Strategy has 55% 5023
users. Community begun and includes health and social care partners. Discussions are
Planning taking place regarding the outcomes and actions to be included.
A supported housing development in Ayr is complete. Homes have been
allocated and support has been commissioned by HSCP.
Service Lead -
COPL 03.1C'Adapt our properties to provu':ig modern flt_for Asset The 2021/22 programme of works to adapt properties to ensure they are 31-Mar-
purpose facilitates which can be better utilised by Services | Management and - . 100%
A - modern and fit for purpose is complete. 2022
and their clients. Community Asset
Transfer
COPL 03.1d Work with colleagues in the South Ayrshire 74 contracts in total out of a projected 118 have now been issued at
Health and Social Care Partnership to improve on the Service Lead - |least one scorecard (63%) with 27 new contracts currently out for review 85% 31-Mar-
management of contracts which support the health and Procurement (Q3), and the remaining 17 to be issued in Q4 (January 2023) and Q1 2023

wellbeing of South Ayrshire residents.

(April 2023). It should be noted that the number of contracts will
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continually change as contracts end or as new contracts are awarded. It
should also be noted that it is expected these numbers may change
significantly over the course of the next 3-6 months as Procurement
move to align the Contract Supply Management (CSM) Process with the
HSCP Quality Assurance Framework which asks for a minimum of one
visit per year per Provider/contract.

COPL 03.1e Engage with the Champions Board and care

The champions board are now fully integrated with the CSM process with
the Corporate Parenting Lead Officer receiving a list of all scorecards

experienced young people when monitoring and renewing Service Lead - chosen for the next quarter to allow the board to identify which 100% w 31-Mar-
. .\ . Procurement . . L X 2022
contracts for Children's Services. evaluations they would like to participate in. The board are now
reviewing contracts in Q3.
From July to September 2022, following referrals from colleagues in
Social Work and Ailsa Hospital, Officers from Trading Standards installed
two call blockers into the homes of vulnerable consumers to prevent
them falling the victim to telephone scammers. During this quarter the
Service, working in partnership with the National Trading Standards
Service Lead - Scams Team, returned £100 in cheques to one consumer who was the
COPL 03.1f Work in partnership to help protect vulnerable . victim of a mass marketing scams. Another eight referrals have been
S . . - Trading - - ; .
adults and those living with dementia from doorstep crime. Standards and received from the National Scams Team with money ranging from 100% w 31-Mar-
(Protection from phone scams, mail scams and bogus Environmental £28.95 - £356.19 to be returned to victims. In September social media 2021
callers). releases were issued on cost of living scams and residents were asked to
Health . ; . ,
participate in the National Scam survey to gather consumer’s
experiences to help build intelligence to target scammers in the future.
Trading also issued no-cold calling stickers, dealt with 15 complaints
about scams and in July attended the Wallacetown Fun day where they
provided attendees with scams awareness packs and information about
the South Ayrshire Trusted Trader Scheme.
COPL 03.1g Develop and implement a Sports, Leisure and Co-ordinator Strategy approved through ELT anc_l CPP. Work now progressing on 31-Jul-
: . . (Health and performance framework. Final version complete and shared with 100% \/
Physical Activity Strategic Framework. . 2021
Wellbeing) partners.
COPL 03.1h Work in partnership to deliver the South Senior Manager —|The revised strategic plan_ (2021-31) for_the HSCP has been agreed _
. . . . Planning and (24th March 2021) and will be launched in June 2021. The plan received 31-Mar-
Ayrshire Health and Social Care Partnership Strategic Plan o . . 100% v
2018-2021 Performance significant engagement and consultation with a range of partners and 2021
’ (HSCP) was presented to the council before agreement by the 1JB.

3.2 We will target resources to children and those most in need giving people information and choice over

support and services

COPL 03.2a Work in partnership to deliver the Children’'s
Services Plan

Director of
Education

The Children’s Service Annual Report will go to cabinet on 1 November
2022. Self- evaluation is currently being undertaken to develop the next
plan 2023-26,

100%

4

31-Mar-
2022

4 South Ayrshire works
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4.1 We will make South Ayrshire an attractive place for inward investment

Service Lead -

The community wealth building resource is in place and fully operational.
The workplan has been approved by Leadership Panel and the team are
engaged with colleagues, in North and East Ayrshire Councils NAC/EAC).

COPL 04.1a Work with our neighbouring authorities to Economy and The Ayrshire Growth Deal (AGD) programme lead is supported by NAC, 100% v 31-Mar-
support the Local Wealth Building agenda. Y a including support to the Community Wealth Building (CWB) commission. ° 2022
Regeneration . .
The programme will run for three years. Regular updates are provided at
the Member Officer Working Group and a report for the Service and
Performance Panel is scheduled for February 2023.
Service Lead - Implementation complete and delivery in progress. The SEP provides the
COPL 04.1b Implement the Strategic Economic Plan (SEP) Economv and framework for mainstream service delivery. An update on progress is 100% v 31-Mar-
for South Ayrshire. Y a scheduled for Cabinet in April 2023. ° 2022
Regeneration
. Service Lead - |The full implementation and delivery of the Growth Deal will continue to
ggpl;aorﬁ#"g Implement the Ayrshire Growth Deal Economy and |November 2030. An update was provided to Cabinet on 30 August 2022. 100% w 3150'\2?_
9 : Regeneration |The next update to Cabinet is due 28 February 2023.
4.2 We will be ambitious when transforming our town centres, making them appealing place, with enhanced social and cultural events
The handover is currently taking place with the museums team and the
COPL 04.2a Create a Heritage Hub on Ayr High Street and Service Lead - [space will then be fitted out to a museum standard. An opening to date 31-Dec-
deliver a programme of exhibitions, events and tours Destination South |is to be confirmed once we know the level of work required, however it is 85% @'}
. . . . . 2022
incorporating local heritage assets. Ayrshire likely to be before the end of November.
COPL 04.2b Deliver the office rationalisation programme to Service Lead - 31-Mar-
. . . . L . o
ensure the best use of Council-owned facilities. Special Property |Office rationalisation projects now complete 100% v 5022

Projects

4.3 We will enhance collaborative working to encourage more apprenticeships, training opportunities and jobs that enable economic

growth

COPL 04.3a Work collaboratively to increase the level of
contractual Community Benefits the Council receives and
maximise their potential.

Service Lead -
Procurement

For the first two quarters of 2022/23 52 out of 111 contracts awarded
contained a Community Benefit clause. Procurement, as part of the
Community Wealth Building pan Ayrshire agreement, are meeting with
anchor institutions in Oct 2022 to show and discuss our Community
Benefit process with colleagues from other Ayrshire based organisations.

A soft launch of the new Community Benefit portal was completed with
VASA (Voluntary Action South Ayrshire) and wider communications will
follow.

85%

31-Mar-
2023
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Service Lead -

COPL 04.3b Continue to support local employers to recruit - Thriving Communities continue supporting local businesses to recruit o 31-Mar-
oung people Thriving young people through our Employer Recruitment Incentive 100% 2022
Y : Communities :
4.4 We will support local businesses to develop and grow
Service Lead - A report is being submitted to the Council’s Cabinet in January 23
COPL 04.4a Manage the Council’s Commercial Property Asset p T 9 . " . e Y .
- L . regarding “Transforming the Estate”. This report will highlight options 31-Mar-
Portfolio so as to maximise rental income and help local Management and . - . . 75%
. . regarding the Council’s commercial property portfolio. the tenancy of 2023
businesses. Community Asset C . .
vacant properties in order to maximise rentals.
Transfer
Procurement continue to engage with the Supplier Development
Programme (SDP) and will be sharing their list of training courses and
COPL 04.4b Work with colleagues in the Supplier Service Lead - events with anchor institutions in Ayrshire. This will be done via a 31-Mar-
Development Programme (SDP) to more actively promote Community Wealth Building event run by SAC in October 2022 to 90%
- Procurement . L A 2023
Council procurement to support the local economy. encourage any other public sector organisations, who work in South
Ayrshire, to point their supplier base to SDP training with the overall goal
of increasing local supplier spend.
Service Lead -
COPL .04'4C Ta_lrget enforcement and'support at. non- Trading Officers updated on enhanced enforcement procedure. Implementing 31-Mar-
compliant businesses to bring them into compliance and Standards and from 1st July 100% 5022

ensure that all businesses trade fairly, safely and equitably.

Environmental
Health

5 Stand up for South Ayrshire

5.1 We will develop meaningful communication and engagement with, organisations, residents, visitors and employees to identify their
needs and views, while promoting the area and achievements of the Council

COPL 05.1a Deliver on the Engagement Strategy and
ensure meaningful engagement with our stakeholders

Service Lead -
Thriving
Communities

The participatory budgeting (PB) event took place at Wallacetown on
30th July 2022.

The project that was awarded £10,000 was a tyre swing that was put
forward by pupils from Newton Primary school. Officers are working with
the pupils and Thriving Communities Officers to get this installed.

Place Planning Engagement sessions are now finished and data is with
Economy and Regeneration Officers to develop local Place Plans.

Annbank
Mossblown
Tarbolton
Dundonald
Loans

95%

31-Mar-
2023
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Symington
South Carrick Villages
Prestwick

COPL 05.1b Develop a clear and recognisable brand to

Service Lead -
Organisational

Clear brand for our purpose vision and commitments has been created
and embedded in a range of ways, including on internal and external

promote the vision and values of the council and to align Development and [documentation e.g. signage; social media; video; SAC Live Magazine; 100% v 3123\2?-
with the council plan. Customer Council vans; refuse collection vehicles; and an increasing range of vinyl
Services displays. Most recently vinyls have been installed in County Buildings.
5.2 We will work with partners and communities to develop thriving places that are positive, proud and ambitious
Service Lead -
COPL 05.2a Support local community-controlled Asset Asset Management continue to work in conjunction with Thriving 31-Mar-
organisations to develop thriving places by empowering Management and |Communities and local community groups interested in taking ownership 70% b 5023
them to make better use of local community assets. Community Asset |through the Community Asset Transfer process or a lease of our assets.
Transfer
Service Lead -
Perfolrjn(ilzla?(:,e and Work is continuing to meet the SHIP targets with 160 units started on
COPL 05.2b Deliver the Council’s ‘Strategic Housing Communit site at Mainholm Sept 2022. 90 Units at Riverside in development, 42 750 b 31-Mar-
Investment Plan’ (SHIP) in conjunction with partners. S Y lunits at Former St Ninians PS in development. Handover of 14 units at ° 2023
Planning; Service
. Tarbolton completed Oct 2022.
Lead - Special
Property Projects
Service Lead -
COPL 05.2c In consultation with stakeholders prepare and Planning & The Scottish Government approved the document on the 30th of June 100% v 31-Mar-
deliver the Local Development Plan 2 Building 2022 2022
Standards
The annual log of consultations will be collated and published in April
2023.
Thriving Communities have now completed the latest round of Place
Planning engagement sessions. The opportunity to provide online
COPL 05.2d Engage with our communities and work with feedback has now closed. The data/information is with Economy and
them to ensure our service provision meets their needs Service Lead - |Regeneration Place Planning Officers to develop and publish plans that 31-Mar-
and, through our approach to place planning, support Thriving can be shared with communities. 80% b 5023

communities to have a greater say in how services are
delivered.

Communities

Ayr North — Plan Published 2020

Girvan Plan Published 2022

Annbank / Mossblown / Tarbolton / Coylton — Engagement Sessions
Complete

Monkton — Engagement Sessions Complete

Dundonald — Engagement Sessions Complete

14




Loans — Engagement Sessions Complete

Symington - - Engagement Sessions Complete

South Carrick Villages — Engagement Sessions Complete
Prestwick - Engagement Sessions Complete

Maybole and North Carrick — Place Planning Carried out by NCCBC
Troon — Troon Together Responsible for Place Planning

COPL 05.2e Actively engage with local communities and

Service Lead -

Pre application planning process during which the public were able to
provide feedback/comments on the emerging leisure centre designs was

stal_(eholde_rs to |r_1volve them in the des'gn. procgss_for Special Property |completed at the start of 2022. A report on the virtual event (including 100% 31-Mar-
major capital projects and understand their aspirations and . . - . - 2022
Projects feedback/comments) was included in the planning submission for the
concerns. - -
new leisure centre which was subsequently approved March 2022.
5.3 We will promote South Ayrshire as a place to live, work and learn
Service Lead -
COPL 05.3a Maximise the use of social media as a key Organisational |The re_cent introduction of the l\!e)ft Door social media platform, as well 31-Mar-
- . . . L Development and |as an increased presence on existing channels has helped us to 100%
proactive, interactive and reactive communications tool. s . 2022
Customer significantly increase followers across our corporate channels to 52,922.
Services
The new SAC Communications strategy was approved by Leadership
Panel on 15 September, and issued to Service Leads on 22 September,
Service Lead - |along with a short video summarising the way our approach to
COPL 05.3b Develop and implement a Communication Organisational [communication is cha}nglng in line vx_nth the s_trateg_y. Service Leads have 31-Mar-
Development and [been asked to proactively promote information which demonstrates how 100%
Strategy. . . . s . T 2022
Customer we are ‘Making a Difference’ or contributes to the way we are achieving
Services any of the 6 commitments of the Council plan. The Communications
strategy will be in place until a new 5-year strategy is developed to align
with the new council plan. The strategy has been fully implemented.
5.4 We will promote South Ayrshire as a visitor destination
COPL 05.4a Develop and implement a Tourism Strategy for Serwcg Lead - |The Destination South Ayrshire Tourism and Events strgtegy was 30-Jun-
. Destination South |approved at Leadership Panel on 1 March 2022 and an implementation 100%
South Ayrshire. . - . 2021
Ayrshire plan is now in place.
COPL 05.4b Work with the other Ayrshire Councils to Service Lead - Ayrshire & Arran strategy being finalised. Ayrshire & Arran Visitor
promote Ayrshire and Arran and develop further initiatives L Economy Leadership Group formed (AAVELG). We are working with 30-Dec-
- . . Destination South - - - - 95%
to promote South Ayrshire, the main population centres and Avrshire consultants to develop action plan for implementation. SAC providing 2022
surrounding areas as visitor destinations. 4 design service for the strategy document.
COPL 05.4c Develop and promote our Parks and Open Se_rvu:e Lead - |The service gained an a(_jdltlongl green flag_ in 2_022 w_h!ch takes_ the total . 31-Dec-
Spaces as a destination venue for visitors and residents Neighbourhood |number for South Ayrshire to five sites. This is in addition to this 95% 5022
’ Services Belleisle Estate has retained the Green Heritage Site Accreditation. This
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accreditation is given in recognition of achieving the required standard in
the management and interpretation of a site with local or national
historic importance. To receive Green Heritage Site Accreditation sites
must also achieve Green Flag Award. We are now looking at gaining
further green flag awards and are currently looking at a number of sites
for 2022/23 We are still working towards a bespoke Parks and Estates
website to promote our Parks and Estates with what they have to offer to
both residents and visitors. A contractor was appointed to shoot some
drone footage of our parks throughout the different seasons, with both
video and still footage for the website. This stalled due to potential GDPR
implications however this has now been resolved. We have had some
issues with the still photography element however this has now been
ratified and the website should be up and running for the end of 2022.

6 A better place to live

6.1 We will create a greener, healthier South Ayrshire and enhance it for future generations

COPL 06.1a Implement the Council's Investment Strategy

Service Lead -

As at 30th September, 2022, draft spend of £44,636,413 has been
achieved on the General Services Capital Programme, representing
33.86% of the full approved budget for 2022/23. There are a number of

with the delivery of capital projects across the Council's Professional pressures within the construction industry currently which are impacting 100% 31-Mar-
. . . . - . L . 2022
Property Estate. Design Services |on the Programme, including Brexit and the ongoing conflict in Ukraine.
A re-profiling exercise will be undertaken through the P6 Capital
Monitoring Report.
LED lighting project at Southcraig school was completed in August 2022.
External lighting upgrades will be completed at Holmston PS, Muirhead
Service Lead - |PS, Braehead PS, Kincaidston PS, Struthers PS, Heathfield PS, St
COPL 06.1b Progress a programme of Energy Projects for Asset Patricks PS, Forehill PS and Hillcrest. Electric sub metering has been 31-Mar-
Council properties that will reduce energy usage and deliver | Management and |installed in Kyle Academy. New Building Management System (BMS) 100% 5022
carbon reduction. Community Asset |software has been installed allowing improved remote access and
Transfer management of building heating controls. BMS healthcheck surveys are
being carried out at a number of large energy consuming sites to identify
improvements that will lead to energy/carbon reduction savings.
Service Lead -
COPL 06.1c Maximise the funding available to improve the Policy, We have rece_lved £1.6 m_lII!on for f|nanC|aI_ year 20.22/23? and have . 31-Mar-
L . . Performance and |proposed projects that will include properties in Dailly/Girvan, Swedish 100%
energy efficiency of our existing housing stock. - . . o - . . : - 2022
Community Timbers in Dalmilling and scoping potential projects in the Lochside area.
Planning
COPL 06.1d Work with our tenants and community . Work is prat_:tlcally complete on the 2020/21 e>_<te~_rnal fabric upgrade
; - . Service Lead - [projects which were delayed by Covid-19 restrictions and additional 31-Mar-
representatives to improve our neighbourhoods through - - - 99%
Housing Services |addresses were also added to those programmes of work in response to 2023

investment in Housing owned land and buildings.

emergency situations. The contractor has been appointed and work
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commenced onsite on 13 June 2022 on the combined 2021/22 and
2022/23 external fabric upgrade programme (roofing and external
render works). Owner engagement work is continuing with owners in
mixed tenure blocks. In 2022/23, a further 248 properties have been
identified for window replacement, surveys are nearing completion and
work is underway onsite.

Modernisation works have been reprogrammed, ensuring that the
Council continues to maintain the Scottish Housing Quality Standard.
Compliance works are ongoing, work towards the Fire and Carbon
Monoxide standards and fixed electrical testing of electrics are
progressing well. As at 30 September 2022 the Council had achieved a
compliance rate of 99% for fire and carbon monoxide standards and
98% for fixed electrical testing in council owned properties. Work is
ongoing by Officers to increase compliance and engage with tenants to
arrange the necessary access to remaining properties.

As part of the consultation with tenants on future rent setting, tenants
were asked to identify the improvements that were important to them
and to identify how they felt the Council should spend any unallocated
resources within the Housing Revenue Account. Tenants identified
window replacement, external wall insulation work and resources
towards Council house new build as their top 3 priorities for investment.
This feedback was considered as part of the future rent setting proposals
approved by the Special Meeting of South Ayrshire Council on 20 January
2021. In line with the priorities identified by tenants, approval was given
by Leadership Panel and Council to direct uncommitted resources from
the Housing Revenue Account to carry out additional investment in
window replacement work and external fabric upgrade programmes. This
work is forming part of the 2022/23 Housing Capital Programme.

Although ongoing progress is being made against this action, work to
deliver the housing capital programme in consultation with tenants will
remain an ongoing activity for the Housing Service.

COPL 06.1e Deliver contracts which better support

The Procurement team continue to receive updates, in regard to
removing products which don't support sustainability goals, from our
electronic purchasing catalogues for national framework suppliers.

sustainability and an improved environment in South Service Lead - 85% 31-Mar-
. Procurement . . . - 2023
Ayrshire. Procurement, along with colleagues in the sustainability team, are
currently looking at options for analytical software for scope 3 emissions
in conjunction with neighbouring councils.
COPL 06.1f Raise awareness of the effects of car idling on Service Lead - |This is primarily a winter problem when drivers idle to heat the interior of 31-Mar-
air quality and climate change and the penalties for Trading their cars so we have not resumed patrols and don’t intend to until 100% 2022

breaching the Road Traffic (Vehicle Emissions) (Fixed

Standards and

November so it is another nil return for the 2nd quarter
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Penalty) (Scotland) Regulations 2003 through a programme
of publicity.

Environmental
Health

COPL 06.1g Progress the rationalisation and enhancement

Assistant Director

Completion and handover of the facility excluding the athletics hall,
grandstand and comms room — 315t October 2022

of assets in North Ayr, including working with local sporting - People 90% 31-Dec-
and community organisations to develop the Craigie . P Handover of the athletics hall, grandstand and comms room — 25t 2022
. - Directorate
Campus site as a multi-sport centre of excellence. November 2022
COPL 06.1h Implement the Sustainable Development and Se_rvnce Lead - The Sustalnable_ Developmen_t & Cllmate Change strategy has bec_en 31-Mar-
- Neighbourhood |implemented with the Council working towards the goals and actions set 100%
Climate Change Strategy . o 2022
Services out within the strategy.
COPL 06.1i Develop and implement a Waste Strategy that
increases recycling and identifies a long term solution for Service Lead - L . _ _
Household Waste Recycling Centres and for residual waste Neighbourhood The Waste Strategy was mmally approved_ at Leadership Panel on 16 100% 31-Mar
. < S . March 2021 and was ratified at full Council on 24 June 2021 2022
in terms of the ban on Biodegradable Waste to landfill in Services
2025.
COPL 06.1j Develop and facilitate delivery of the Food Service Lead - |he first South Ayrshire Council Food Growing Strategy was approved at 31-Mar-
Growing Strategy in accordance with the Community Neighbourhood [the Leadership Panel on 24/11/20 100% 5022
Empowerment (Scotland) Act 2015. Services
6.2 We will ensure our digital offer is responsive people’s needs and enhances access to services
COPL 06.2a Develop mobile solutions for our workforce, Service Lead - 31-Oct-
enabling them to deliver more to our residents in the ICT Enterprise |Review BYOD standard and get this signed off by Integrity Group 96% 5022
community. Architecture
Public access Wi-Fi has been deployed to 23 council locations and is fully
COPL 06.2b Provide public access Wi-Fi in Council buildings Service Lead - operational. The basic service _aIIows |ntern_et and email access and this 31-Mar-
- can be extended to other locations as required. Should a higher level of 100%
across the area. ICT Operations . . . . . . . 2022
functionality be required alternative solutions will be implemented as per
business requirements.
Service Lead -
. . ICT Enterprise . . . - .
COPL 06.2c Adopt MyAccount as a single sign on for . i MyAccount is now live on South Ayrshire Council's website under the 31-Mar-
g Architecture; . - 100%
customers to get online. . heading MySouthAyrshire 2021
Service Lead -
ICT Operations
. . Service. Lead - New processes have been implemented and staff have hybrid and agile
COPL 06.2d E Development roll out to improve the Planning Planning & b . . . 31-Mar-
- . o working arrangements. The service continues to make improvements, 100%
and Building Standards processes and customer service Building . . . . 2022
Standards and these will be actioned through the service and improvement plan.
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Appendix 2

South Ayrshire Council Plan 2018-22 (refreshed/extended)

2022723 Quarter 2 -Performance Indicator Report

south

ATRSHIRE

COUNCIL

Combhairle Sicrrachd Air a Deas




Progress Key

4 | No comparison with previous period ‘ ) 2 ‘ Declined from previous period ‘ - | No change from previous period ‘ a | Improved from previous period

1 Fair and effective leadership

1.1 We will design our services with people at the heart

CPL 1.03 Number of visitors to Archive

Short Valug VS
Value Trend Previous
(%)
Q1 ?
2022/23 N/A F'_
Q2 ?
2022/23 F:

Service Lead -
Democratic
Governance

Over the 12 days the Archives have been open to the public, i.e.
12 Tuesdays, at South Harbour Street in Ayr, 49 visitors
attended the public search room in person.

Ahead of each appointment, Archives staff will work with
members of the public to establish what archives they wish to
access, establish if these are held, and support the customer in
retrieving the archives ahead of the appointment.

1.4 We will adapt our services to reduce inequalities and help the most vulnerable in our communities

CPL 1.08 Number of tenancies created - SAC
Social Letting Service (SLS)

Short Valug A
Value Trend Previous
(%)
Q1 ?
2022/23 1 F'_
Q2 0
2022/23 3 @ 200%

Service Lead - Policy,
Performance and
Community Planning

Another two tenancies were created in quarter two meaning the
SLS now has three tenancies. Progress continues with further
work being undertaken to engage more landlords and create
more tenancies.

2 Closing the gap

2.5 We will ensure the Council is sufficiently resilient and adaptable to changes that affect the lives of all residents especially those in poverty




CPL 2.08 Number of households receiving support
- Housing First

Value vs

Short .
Value Trend Previous
(%)
Q1 El
2022/23 33 r°_
Q2 - 0
2022/23 32 “ 3.03%

Service Lead - Policy,
Performance and
Community Planning

The service is currently supporting 32 individuals.

3 Grow well, live well, age well

3.1 We will enhance collaborative working to maximise support and ensure all residents have the opportunity to be healthy, supported and safe

Short Valu_e 'S
Value Previous . Various projects completed including:-
Trend Service Lead - Asset .
(%) Management and . Marr College Security Entrance upgrade,
CPL 3.05 Number of successfully completed _ . . Southcraig/Dundonald PS/Newton PS/St Johns PS toilet
Property projects Q1 8 F‘T community Asset refurbishments
2022/23 — Transfer; Stewart ’ o . -
Gilchrist . Intruder Alarm replacements \{VIFhIn various buildings, part roof
Q2 10 % 2504 replacements at St John PS / Minishant PS
2022/23
Ten projects have been completed within Q2 with an overall
spend of £347,503.
Value vs
Value S Previous .
Trend (%) Service Lead - Asset
Management and
CPL 3.05a Overall sp;?g;je((:):s completed Property 01 £0,180,73 r; Community Asset
2022/23 7.00 — Transfer; Stewart
Q2 £0,347.50 % 02.27% Gilchrist
2022/23 3.00 ’




Short

Value vs

NG Trend Previous Service Lead - Asset
&) Management and
CPL 3.06 Number of successfully completed 01 : Comn?uni Asset Two projects Minishant Primary School accessible ramp and
Capital Accessibility projects 2022/23 2 ,? Transfer: tgtewart Southcraig Ceiling Track Hoists
Gilchrist
Q2 == 0,
2022/23 2 0%
Value el \F{?elztj/ﬁ)::z
Trend Service Lead - Asset
&) Management and
CPL 3.06a Overall spend on Capital Accessibility 01 0 Comn?unity Asset Two projects have been completed with an overall spend of
projects 2022/23 £030,735 — Transfer; Stewart £47,557
Gilchrist
Q2 o
2022/23 £047,557 % 54.73%
74 contracts in total out of a projected 118 have now been
issued at least one scorecard (63%) with 27 new contracts
Short Value vs currently out for review (Q3), and the remaining 17 to be issued
Value Trend Previous in Q4 (January 2023) and Q1 (April 2023). It should be noted
(%) that the number of contracts will continually change as contracts
CPL 3.07 % of HSCP contracts managed and 01 : Service Lead - end or as new contracts are awarded. It should also be noted
monitored by Procurement Services 2022/23 64% ,? Procurement that it is expected these numbers may change significantly over
the course of the next 3-6 months as Procurement move to align
Q2 o _ o the CSM Process with the HSCP Quality Assurance Framework
2022/23 63% ‘ 1.56% which asks for a minimum of one visit per year per
Provider/contract.
The Champions Board receiving a list of balanced scorecards is
Short Value vs now standard practice each quarter. The champions board are
Value Trend Previous able to select which scorecards they will evaluate from the list
. , . . (%) provided and they will continue to be included as the process is
(o)
CPL 3'08. Yo of Chlldr_en s Serwces_ contracts_ with Service Lead - updated in line with any HSCP Quality Assurance Framework
Champions Board involvement in developing Q1 100% ,? Procurement ubdates
contract criteria and monitoring contract deliver. 2022/23 0 — P :
Q2 0, =] 0,
2022/23 100% 0%




Value vs

Short .
NG Trend Pre(z(\y;us From July to September 2022, 2 call blockers were installed, 1
S03.5 04 No. of elderly and vulnerable people g Service Lead - Trading |victim of scams had £100 returned from the National Trading
whose awareness was raised in relation to Q1 28 ,’i Standards and Standards Scams Team, 2 residents received no cold calling
phone/mail scams and bogus callers 2022/23 —~ Environmental Health |stickers, 13 complaints were received about scams and 15 scams
_ awareness packs were issued at the Wallacetown fun day
Q2 B
2022/23 —
Short Valug VS
Value Trend Previous
(%) Service Lead - Trading From July to September 2022, the service dealt with 7 enquiries
S04.2 12 No. of vulnerable adults protected from 01 Standards and regarding nuisance calls. As a result of this Officers installed 2
telephone scam activity 2022/23 7 Environmental Health call blockers into the homes of vulnerable consumers to prevent
them falling the victim to telephone scammers.
Q2
2022/23 r?

4 South Ayrshire works

4.2 We will be ambitious when transforming our town centres, making them appealing place,

with enhanced social and cultural events

Short Valug 'S
Value Trend Previous
(%) . The Heritage Hub has not opened yet therefore there are no
Service Lead - visitor figures. The handover to the museums team is due to
CPL 4.01 No of visitors to the Heritage Hub Q1 Destination South g ) - -
0 . take place w/b 17 October, the museum fit out will then take
2022/23 Ayrshire . . .
place and an opening date will be confirmed.
Q2 0 =
2022/23
sh Value vs ]
Value ort Previous Service Lead - The Heritage Hub has not opened yet therefore there are no
CPL 4.02 Attendance Heritage Hub tours and Trend (%) L visitor figures. The handover to the museums team is due to
© Destination South - A
events . take place w/b 17 October, the museum fit out will then take
Q1 B Ayrshire | d ing date will be confirmed
0 place and an opening date will be confirmed.
2022/23 -




S06.2 06 Number of Council contracts awarded
which contain a community benefit

Service Lead -
Procurement

25 out of a total of 61 contracts (41%) were awarded which
contained Community Benefit clause.

CPL 5.07 Number of affordable housing units in
progress

Service Lead - Policy,
Performance and
Community Planning;
Service Lead - Special
Property Projects

160 units at Mainholm on site
90 units at Riverside in Development

42 units at St Ninians PS in development




6 A better place to live

6.1 We will create a greener, healthier South Ayrshire and enhance it for future generations

Short Valug VS
Value Trend Previous
PL 6.04a Number of ded wh h (5)
cgm ﬁ;r)m: wll'ltrr? Cﬁ:nc;tgcg]t;ﬁcf :l\j\':gs 3va:,aekree 01 Service Lead - 24 out of a total of 61 contracts (39%) were awarded which
P factor 9 y 2022/23 27 Procurement contained compliance with climate change duties as a key factor.
Q2 11.119
2022/23 24 ‘ 11.11%
Short Valug VS
Value Trend Previous
(5) Service Lead - Tradin
CPL 6.06 Number of visits to schools for car idling 9 -~ .
enforcement Q1 0 Standards and School idling patrols are planned to restart in November
2022/23 Environmental Health
Q2 0 =
2022/23
We are not in a position to increase the electric vehicle (EVs)
Short Value vs fleet as we are at the limit of available charge points. There is
Value Trend Previous also a funding issue which is a national problem with other
(%) Service Lead - authorities finding that EVs are 2 to 3 times more expensive to
. umber of electric fleet vehicles in use . ease than their internal combustion engine) counterparts.
CPL 6.08 Numb f el ic fl hicles i 01 Neighbourhood | h heir ICE (i | busti gi p
by the Council 66 9 . The Council needs to find substantial funding investment, to
2022/23 Services . .
increase the EV charging network before we purchase further
Q2 66 - 0% vehicles. Learning lessons from other local authorities, it is
2022/23 0 important to ensure the infrastructure is in place before the
procuring additional vehicles.
value Short I\D/?(;tj/ﬁ)xz No change to current number.
CPL 6.09 Number of public electric charging Trend o Head of Roads -
points across South Ayrshire (%0) Ayrshire Roads Alliance | ARA are working with SFT/TS to develop a public/private
01 10 ,’? partnership to deliver 284 by 2025
-




2022/23

Q2 .
2022/23 44 % 670%
Short Valug VS
Value Trend Previous
(%) Service Lead - We are still awaiting Waste Data Flow information from our new
CPL 6.10 Amount of household waste sent to 01 : Neighbourhood contractor ENVA despite repeated requests. This affects our
landfill 2022/23 N/A ’? gServices results for both Q1 and 2 and is being pursued through a
contractual meeting request.
Q2 E
2022/23 N/A ,T
Short Valug VS
Value Trend Previous
(%) . . .
Service Lead - There has been no further increase in the number of allotment
CPL 6.11 Number of Allotment plots available Q1 354 ﬁ Neighbourhood holders across South Ayrshire with 344 allotment plots and 10
2022/23 - Services raised bed plots available
Q2 - 9
2022/23 854 0%
Short Value vs To the end of Ledger Period 6 (1st April to 30th September,
Value Trend Previous 2022) draft expenditure on the Housing Capital Programme
SO5.3 01 Proportion of the agreed Housin (%) stands at 11.76% (spend of £7,573,892 on a budget of
Capit I.P P tlh t was del?vered durin gthe 1 : Service Lead - Housing [£64,410,925). There are a number of pressures within the
apital Frogramme ae\;\vr 9 2022/23 4% ’? Services construction industry currently which are impacting on the
Y Programme, including Brexit and the ongoing conflict in Ukraine.
Q2 o o A re-profiling exercise will be undertaken through the P6 Capital
2022/23 12% % 202% Monitoring Report
Value vs To the end of Ledger Period 6 (1st April to 30th September,
Short . - - -
Value Trend Previous 2022), expenditure on the Non-Housing Capital Programme
. . (%) . _ stood at 33.86% (draft spend of £44,636,413 on a base budget
CSOthI 23 Proportlo?hoft the aé.;r:e_ed Ngr:j_lﬂ?#ﬁ:hge 1 : Pr()sfzg\gigi;egzsi n of £131,819,873). There are a number of pressures within the
apital Frogramme ae\g/fs elivere 9 2022/23 11% ’? Services 9 construction industry currently which are impacting on the
Y Programme, including Brexit and the ongoing conflict in Ukraine.
Q2 o o A re-profiling exercise will be undertaken through the P6 Capital
2022/23 34% ‘i 203% Monitoring Report.
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