
 
PURPOSE OF REPORT To inform the Service Change and Improvement Sub-Committee of the 

progress with self-assessment and seek approval of the recommendations of 
the PSIF self-assessment exercise C2(c)1: ‘Performance Management’.  

 
COMPETENCE 

 
1.1 There are no legal, financial, equalities or other constraints to the recommendations being 

implemented. 
 

SUMMARY 

2.1 Service Business Plans (SBPs) are currently aligned to the Comhairle’s Corporate Strategy 2012-17, 
which was approved by the Comhairle in 2012.  The Outer Hebrides Single Outcome Agreement 
2013-23 provides the basis for the structure of the Corporate Strategy 2012-17.  The Comhairle 
reviewed the existing strategic priorities and consulted with Elected Members and the wider 
community, resulting in a new Strategy for the period 2017-21. A new Interplan strategic framework to 
underpin new business plans was approved by the Corporate Management Team at their meeting 13 
February 2018 and services are currently using the approved framework to guide the development of 
their 2018-22 business plans in the next Interplan period to deliver on the Corporate Strategy 2017-21. 

2.2 Proposals for a programme of self-assessments for 2017/18 were discussed and consideration was 
given to the use of three PSIF criterions in section two (C2), Service Planning, to guide the 
consultation for the new Corporate Strategy and subsequent SBPs and measures.  The Continuous 
Improvement Sub Committee approved this next phase of PSIF self-assessments at its meeting 1 
February 2017.  Two of the three self-assessments have been undertaken to date, the progress of 
which is at appendix 1 of the report.  This final self-assessment exercise approved for 2017/18, 
reference C2(c)1: ‘Performance Management’, is the sixth PSIF self-assessment undertaken to date.  
The review explored how services have developed performance management and how performance is 
challenged within the Comhairle.  The key findings are summarised in the main body of the report. 

2.3 The PSIF review evidenced that performance management is effectively developed, scrutinised and 
challenged within the Comhairle and that services actively benchmark internally and externally. The 
review also evidenced that equality criteria is considered in the delivery of services and evidence 
clearly demonstrates that services use comparative data to challenge performance to deliver 
continuous improvement.  However, the PSIF review found that not all completed Equality Impact 
Assessments (EQIA) are included in the list of published assessments on the Comhairle’s EQIA web 
page and there is no requirement within the end of year quality assurance of data for services to 
evidence what action is proposed to address the under performance of KPIs reported in the year-end 
(Q4) published report.  

RECOMMENDATIONS 
 
3.1 It is recommended that the Service Change and Improvement Sub-Committee:  

 
(a) Note the outcome of the ‘Performance Management’ self-assessment exercise, ref: 

C2(c)1; and  
(b) Considers a change to the end of year quality assurance of data to include the 

requirement for services to evidence what action is proposed to address under 
performance of KPIs reported in the year-end (Q4) report.   

 
Contact Officer:  Fiona Knape, Organisational Development Officer, Ext 211201 
Appendix: 1  PSIF self-assessment progress report 
Background Papers:   PSIF Framework (2013) 
  The Publication of Information (Standards of Performance) Direction 2015 - Accounts Commission 
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BACKGROUND 
 
4.1 Services use the Comhairle’s online performance management system interplan to record and monitor 

Service Business Plan (SBP) Actions, which are periodically evaluated and updated to ensure they are 
still fit for purpose. The SBP Actions are currently aligned to the seven themes of the Corporate 
Strategy 2012-17 and, during the time of this Strategy, 756 Actions have been recorded and monitored 
through interplan.   Each of the themes span across the portfolios held by each of the elected 
Members and routine performance monitoring by Service Committees help drive the delivery of activity 
in order to realise priorities in each thematic area. 

 
4.2 Having a plan to achieve the priority outcomes of the new Corporate Strategy 2017-21 is critical.  A 

culture of continuous improvement within local government is a key theme within the Accounts 
Commissions latest Direction (2015). The Public Service Improvement Framework (PSIF) provides a 
structure to evaluate how the Comhairle sets, measures, reports, evaluates and shares its 
performance indicators, including target-setting rationale and benchmarking activities leading to 
improvement. This includes whether the service has established and embedded a comprehensive 
planning process that is inclusive, focused on customer needs, challenged and measurable. Service 
planning challenges services to explain how they identify outcomes and improvements and how they 
plan for the future using performance information. One of the 3 sub-criterion parts in the PSIF service 
planning section is 2c – Performance Management.  

 
KEY FINDINGS 

 
5.1 The PSIF review was undertaken to evidence how services have developed performance 

management and how performance is challenged within the Comhairle.  In doing so it explored how 
service actions are measured, monitored and reviewed.  Currently, services are working to ensure 282 
Actions are monitored and presented to Committee on a regular basis.  It was evident that each action 
is assigned to a Responsible Officer in interplan to create ownership and accountability for 
performance management and service improvement, and targets and KPIs are defined within the 
system in association with the achievement of service actions.   

 
5.2 Heads of each service provide an overarching progress comment within each quarterly SBP progress 

report, highlighting areas of achievement, slippage and reasons for the latter.  This ensures that 
services provide meaningful and reliable performance information which underpins the performance 
reporting presentations made by the Chief Executive and Directors to Service Committees and Policy 
and Resources Committee at each series of meetings.     

 
5.3 In addition to SBP monitoring through interplan and Committees, it was evident that specific groups 

(e.g. IJB, MOWG, CMT, DMT, PMG)
1
 meet to discuss, review and make changes to performance 

actions as deemed necessary to continually improve the outcomes for the local community.  
Consultations of relevance to the service or Comhairle are also undertaken.  All of which, cascades 
down to the employees throughout the year and within the performance appraisal system.    

 
5.4 The review also evidenced that a number of statutory services are part of national performance 

frameworks, and record and publish their performance in respect of a set of national performance 
indicators. For example, the Planning Performance Framework Annual Report makes information on 
service improvements publically available, as do Housing.  It was also evident that a number of 
services have longer term Forward Plans in place that are annually reported, such as the IJB Strategic 
Plan 2016-19, the Library Service Forward Plan 2015-18 and the Museum nan Eilean Forward Plan 
2017-2020. 

 
5.5 The review also found that service performance is challenged and scrutinised through several 

mechanisms, one of which is the Continuous Improvement Sub-Committee. The Comhairle approved 
the remit of the Sub-Committee in 2015 to reflect best practice and audit requirements. It was evident 
that the remit of the Sub-Committee is periodically reviewed to ensure it is fit for purpose.  The most 
recent review of the Sub-Committee’s remit was approved at the February 2018 series of meetings 
and the Sub-Committee retitled Service Change and Improvement Sub-Committee.   

 
5.6 The evidence also identified that the performance of SBPs are scrutinised periodically by Responsible 

Officers, Heads of Services, DMTs, and CMT.  SBP performance is also presented at each committee 
series to enable Elected Members to challenge performance and focus on continuous improvements.  

                                                      
1
 IJB: Integration Joint Board, MOWG: Member Officer Working Group, CMT: Corporate Management Team, DMT: Departmental 

Management Team, PMG: Performance Monitoring Group 



 

 

Thematic performance reports are also created and follow the same process.  These reports include 
Sickness Absence, Complaints, Audit Reports, Cost of Delivering Local Services and Residents 
satisfaction with local services.  Feedback from service users and consultations are also taken into 
consideration to ensure continuous improvement, where possible. 

 
5.7 Benchmarking is a core part of Service Improvement Plans and an essential tool through which 

services ensure that rational, evidence-based decisions can be taken concerning levels and types of 
activity.  As such, the PSIF review asked services to demonstrate how they use benchmarking 
information to deliver continuous improvement and how comparative data is used to challenge 
performance.  In keeping with the Accounts Commissions Direction (2015), it was evident that some 
services engage with their ‘Family Groups’ within the SPI 2 Local Government Benchmarking 
Framework (LGBF) to challenge performance with a comparative approach.  In doing so, these 
services periodically review why variations in cost and performance are occurring by working with 
similar councils to ‘drill-down’ into the benchmarking data across service areas.  Understanding how 
the Comhairle compares to other comparable local authorities is used to inform target-setting and 
service prioritisation/improvement on a year on year basis.  However, the LGBF data is limited and 
does not cover all service areas, such as apprenticeships. 

 
5.8 The PSIF review also evidenced other external benchmarking tools that services use, such as the 

Local Government Innovation Exchange, a website that brings together information on many of the 
innovative projects being taken forward by Scottish local authorities in order to share good practice 
and improve service delivery; the Welfare Reform Data Dashboard from the Improvement Service that 
brings together key data on welfare reform from NOMIS, DWP and Scottish Government in one place 
and provides local authority and neighbourhood (data zone) level indicators in a number of areas; the 
Local Environmental Audit and Management System (LEAMS) is a Keep Scotland Beautiful (KSB) 
benchmarking group which offers independent, external monitoring to local authorities in order that 
they can establish levels of cleanliness in their areas and meet obligations under Best Value; and 
CIPFA Benchmarking statistics, which provide an extensive suite of local authority comparative data.  
Customer satisfaction surveys are also used to make comparisons with other local authorities. 

 
5.9 It was evident that SBP KPIs are also compared year on year to enable services to monitor changes in 

performance, address under-performance, identify corrective actions and provide targets for 
continuous improvement. An annual quality assurance (QA) is undertaken of the SBP KPIs to ensure 
the backing documentation, calculations & working papers that relate to the published figures are of a 
sufficient quality to satisfy auditors.  Although the QA requires Responsible Officers to provide a 
‘reason for change’ narrative for KPIs that have a change greater than 10%, there is currently no 
requirement for services to evidence what action is proposed to address under performance of KPIs. 
This was highlighted in March 2018 by the Comhairle’s external auditors, Audit Scotland, when they 
asked if there was information to demonstrate that there has been improvement in the 34% of KPIs 
reporting off track in the 2016/17 end of year published performance report. 

 
5.10  As part of the Equality Act 2010, a Public sector equality duty came into force on 5 April 2011 and as 

such, places a legislative requirement on the Comhairle to equality impact assess its policies.  The 
PSIF review asked how the service considers equality criteria.  The review evidenced that services 
consider undertaking equality impact assessments (EQIA) where a policy affects people. It is a legal 
requirement for the Comhairle to make available and publish all the results of its Impact Assessments 
and does so on its website.  Since 2010, two full impact assessments and 71 initial impact 
assessments have been published.   

 
5.11 Although the EQIA guidance informs services to send the results of all EQIAs to the Comhairle’s 

Equalities Officer and publish externally to ensure they are accessible to the general public, the review 
found that not all completed assessments were included in the list of published assessments.  For 
example, the Full Impact Assessment Local Housing Strategy (2017), the Initial Impact Assessment 
Proposed Local Development Plan (2016) and the Initial Impact Assessment Implementation of Free 
Nursery Lunch Legislation (2015) are not included. The review also revealed that an EQIA for the 
Corporate Strategy 2017-21 is yet to be undertaken. 

 
5.12 It is recognised that EQIAs are not all encompassing in terms of equalities-proofing service provision, 

as there are also Corporate Polices and approaches that are also relevant to how a Department 
delivers services.  Many strands of the equality criteria was evidence across other services, such as 
the travel booking service (religion or belief: Sunday travel), human resources (gender: gender pay 
gap), asset management (disability: accessibility of Comhairle buildings).  Equity of provision across 
the authority is also one of the main drivers for e-Sgoil. The review also evidenced that all SBP KPI 
metadata forms ask if the data can be meaningfully categorised for the nine protected characteristics, 

http://www.innovationexchange.scot/comhairle-nan-eilean-siar.html
http://www.improvementservice.org.uk/welfare-reform-dashboard.html
https://www.nomisweb.co.uk/
https://www.gov.uk/government/organisations/department-for-work-pensions
https://www.keepscotlandbeautiful.org/
http://www.cipfa.org/services/benchmarking
https://www.equalityhumanrights.com/en/equality-act/equality-act-2010
https://www.cne-siar.gov.uk/strategy-performance-and-research/equality-and-diversity/equality-impact-assessments/
https://www.cne-siar.gov.uk/strategy-performance-and-research/equality-and-diversity/equality-impact-assessments/
https://www.equalityhumanrights.com/en/equality-act/protected-characteristics
https://www.equalityhumanrights.com/en/advice-and-guidance/sex-discrimination
https://www.equalityhumanrights.com/en/disability-advice-and-guidance
https://www.equalityhumanrights.com/en/equality-act/protected-characteristics


 

 

which enables KPIs to be reported by protected characteristic, if requested. Services also provide 
information in a variety of formats and languages, as requested.  

 
CONCLUSION 

 
6.1 The PSIF review clearly identified how performance management is developed, scrutinised and 

challenged within the Comhairle.  It also evidenced that services actively benchmark year on year both 
internally within their own service and externally with other agencies.  Although the review clearly 
evidenced that equality criteria is considered in the delivery of services, not all completed 
assessments are included in the list of published assessments on the Comhairle’s Equality Impact 
Assessments web page and an EQIA on the new Corporate Strategy 2017-21 has yet to be 
undertaken.   

 
6.2 Evidence clearly demonstrated that services also use comparative data to challenge performance to 

deliver continuous improvement.  However, there is currently no requirement within the end of year 
quality assurance of data for services to evidence what action is proposed to address the under 
performance of KPIs. Going forward, external audit advise that they will expect to see evidence that 
“the Comhairle is recognising the under performance and where and if appropriate, taking action to 
address it”.  One way to ensure this area of work is evidenced and presented to audit may be to 
include the requirement for services to evidence what action is proposed to address under 
performance of KPIs reported in the year end (Q4) published report within the end of year submission 
of data for quality assurance. 

 

https://www.cne-siar.gov.uk/strategy-performance-and-research/equality-and-diversity/equality-impact-assessments/
https://www.cne-siar.gov.uk/strategy-performance-and-research/equality-and-diversity/equality-impact-assessments/


Appendix 1 
 

PSIF SELF-ASSESSMENT PROGRESS REPORT 

 

Assessment 
Reporting 

Year 
Section Criterion (sub) Theme Progress 

Next Report 
Due 

1 2015/16 
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6(a) Customer Perceptions 

6(b) Internal Measures 

The first self-assessment using PSIF addressed the cross cutting theme of 
‘customer services’ and concluded with a recommendation to the Continuous 
Improvement Sub Committee 24 February 2016 to approve that departments use 
the Scottish Government’s consultation approach of “We Asked, You Said, We 
Did” to inform the business planning processes and evidence improvement 
planning.  To ensure corporate improvement, at its meeting on 29 March 2016 the 
Audit and Scrutiny Committee recommended that the Comhairle agree to adopt 
this approach.  Approved 30 March 2016. 

Nine consultations were identified in 2016/17, the outcomes of which will be 
uploaded to the Comhairle’s new website, prior to its launch to the public.  
Thereafter, services will be responsible for ensuring that the outcomes of their 
respective consultations are uploaded to the Comhairle’s website to inform the 
community accordingly.  The annual quality assurance of data will require services 
to provide hyperlinks to the consultation outcome(s) to evidence the above PSIF 
outcome. 

Complete 

2 2016/17 
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4(b)2 Managing Financial 
Resources 

The second self-assessment addressed the cross cutting theme of ‘managing 
financial resources’ and concluded with a recommendation to approve the 
development of Interplan’s risk management module to incorporate departmental 
operational risk registers for improved monitoring and reporting. To ensure 
corporate improvement, at its meeting on 26 September 2016 the Audit and 
Scrutiny Committee agreed to recommend that the Comhairle note this 
recommendation.  Approved 5 October 2016. 

An Interplan Risk Manager Working Group was established to deliver this 
recommendation and consider the most efficient and effective way to get IRM fully 
functional.  The Group concluded that in order to embed continuous improvement 
with regards to risk, the reporting on of operational risk and actions will be merged 
with the published quarterly progress reports on service business plans; a process 
that will also establish links with the Performance Monitoring Group. 

Complete 

https://consult.scotland.gov.uk/we_asked_you_said/
https://consult.scotland.gov.uk/we_asked_you_said/
http://www.cne-siar.gov.uk/committees/documents/e-agendas/2016/03-march/audit/decisions/G%20Item%207E%20-%20Decision%20Report%20-%20Audit%20and%20Scrutiny%20-%2029%20March%202016.pdf
http://www.cne-siar.gov.uk/committees/documents/e-agendas/2016/03-march/comhairle/minute/Comhairle%20Minute%2030%20March%202016.pdf
http://www.cne-siar.gov.uk/committees/documents/e-agendas/2016/09-september/audit/decisions/E%20Item%205A%20-%20Decision%20Report%20Audit%20and%20Scrutiny%20-%2026%20September%202016.pdf
http://www.cne-siar.gov.uk/committees/documents/e-agendas/2016/10-october/comhairle/minute/Minute%20Comhairle%205%20October%202016.pdf


 

 

Assessment 
Reporting 

Year 
Section Criterion (sub) Theme Progress 

Next Report 
Due 

3 2016/17 

P
e
o
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3(b)2 Developing People The cross cutting theme of ‘developing people’ was approved as the second self-
assessment to be undertaken in 2016/17.  It is closely related to the themes 
explored by the Accounts Commission and the Scottish Government’s the 3-Step 
Improvement Framework for Scotland’s Public Services. The assessment 
concluded with a recommendation to approve a review of the Comhairle’s Exit 
Interview Policy that was issued in 2009 to enhance the gathering of management 
information and subsequent use in strategic planning.  To ensure corporate 
improvement, at its meeting on 7

 
March 2017 the Audit and Scrutiny Committee 

agreed to recommend that there be a review of the Comhairle’s Exit Interview 
Policy.  Approved 8 March 2017. 

The Comhairle approved a revised procedure for Exit Interviews in September 
2017 which requires to be implemented. The Comhairle will prepare and 
implement the revised procedure and will monitor and report feedback to the 
relevant Comhairle Committee.  However, the emphasis will be on 'feedback 
received' and employee participation will be voluntary. 

Complete  

4 2017/18 
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2(b)2 Engagement and 
Consultation with Stakeholders 

At its meeting of 8 March 2017, the Comhairle approved the next phase of PSIF 
self-assessments.  The first of the three self-assessments approved is C2(b)2: 
‘Engagement and Consultation with Stakeholders’. The assessment recommended 
two key areas of improvement, as follows: (1) to include an equalities monitoring 
form with all consultations to monitor participation rates, including those across the 
protected characteristics; and (2) that all consultations to be hyperlinked from one 
Corporate Consultations web page that includes a “We Asked, You Said, We Did” 
Consultations Outcomes section to communicate back to participants and the 
wider community.   Approved 21 June 2017 

(1) An Equalities Monitoring Form for Consultations and Surveys was developed 
and made available to Departments for use within their consultations and surveys.  
The form is also available to include in consultations for completion online, at: 
http://www.surveymoz.com/s/57MZJ/ and is embed in the Comhairle’s new website 
within the new consultations page as each consultation is published. The 
information gathered will be used to inform the Comhairle’s equality outcomes. 

(2) Progress update as per Assessment 1. 

Complete 

http://www.gov.scot/Resource/0042/00426552.pdf
http://www.gov.scot/Resource/0042/00426552.pdf
http://www.cne-siar.gov.uk/committees/documents/e-agendas/2017/03-march/audit_and_scrutiny/decision/D%20Item%204E%20-%20Deceision%20Report%20-%20Audit%20and%20Scrutiny%20-%207%20March%202017.pdf
http://www.cne-siar.gov.uk/committees/documents/e-agendas/2017/03-march/comhairle/minute/Comhairle%208%20March%202017.pdf
http://www.cne-siar.gov.uk/committees/documents/e-agendas/2017/03-march/comhairle/minute/Comhairle%208%20March%202017.pdf
http://www.cne-siar.gov.uk/committees/comhairle/minutes.asp
http://www.surveymoz.com/s/57MZJ/


 

 

Assessment 
Reporting 

Year 
Section Criterion (sub) Theme Progress 

Next Report 
Due 

5 2017/18 
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 2(a)4 Strategy and Plans  At its meeting of 8 March 2017, the Comhairle approved the next phase of PSIF 
self-assessments.  The second of the three self-assessments approved is 2(a)4 
‘Strategy and Plans’.  The PSIF review clearly identified how services have 
considered, developed and implemented both strategic and operational plans with 
consideration to current and future environmental factors, both internal and 
external.  A key area of work highlighted to be undertaken once the new 
Corporate Strategy 2017-21 is approved is Service Prioritisation. To demonstrate 
the link between planned activities and proposed outcomes a metadata form was 
designed to capture the relevant information to measure and report annually the 
progress of the Corporate Strategy 2017-21. 

The Metadata form was considered by Audit and Scrutiny on 12 December 2018 
and approved. 

The Metadata form will be used alongside the 2018-22 business plans that will be 
developed to deliver the Corporate Strategy 2017-21.  The 2018-22 business 
plans will be presented to the Comhairle for approval in September 2018 and will 
have metadata forms completed at that time. 

September 
2018 

 

http://www.cne-siar.gov.uk/committees/documents/e-agendas/2017/03-march/comhairle/minute/Comhairle%208%20March%202017.pdf
https://www.cne-siar.gov.uk/media/10042/E%20Item%205A%20Public%20Services%20Improvement%20Framework.pdf

