
Links 

Coalition pledges All 

Council outcomes  All 

Single Outcome Agreement    All 

 

 

Corporate Policy and Strategy Committee 

10.00am, Tuesday 9 June 2015 

 

 

 

 

Council Planning and Performance Framework – 

Annual Update 2015 and Complaints Analysis for 

2014/15 

Executive summary 

This report provides an annual update of the Council Performance Framework and 

includes: 

 A revised Council Business Plan 2015-18 built on the strategic direction set 

out in the Council Transformation Programme and the Organise to Deliver 

programme (Appendix 1). 

 A revised Council performance framework updated to align with the strategic 

themes and priorities outlined in the Council Business Plan (Appendix 2). 

 A six monthly update on performance against corporate performance 

measures and targets.  The report is presented in line with the procedures for 

performance scrutiny approved by the Corporate Policy and Strategy 

Committee in December 2013.  Performance information is reported to 

committee through the Corporate Business Insight Dashboard and is 

accessible by elected members through the dedicated ipad app. 

 An annual report on Council complaints covering the period 2014/15 

(Appendix 3). 

 Item number  

 Report number 

Executive/routine 

 

 

 

Wards  All 

 

1132347
7.2
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Report 

Corporate Performance Framework – Annual Update 

2014 and Complaints Analysis for 2014/15 

 

Recommendations 

1.1    It is recommended that the Corporate Policy and Strategy Committee: 
 

1.1.1 Agree the revised Council Business Plan for 2015-18 and associated 

Council performance framework. 

1.1.2 Note Council performance for the period to end March 2015 on delivery of 

outcomes reported via the revised Corporate Business Insight Dashboard. 

1.1.3 Note complaints analysis for the period 2014/15. 

 

Background 

2.1 The current Council Strategic Plan was first developed in 2012 and outlines 

priorities for the period 2012-17. The plan forms the central part of the Council’s 

planning and performance management framework, and is reviewed and updated 

each year to take consideration of new developments, emerging priorities and 

actions.   

 

2.2 To meet this annual review commitment, the 2015 update has built on the 

strategic direction set out in the Council Transformation Programme and the 

‘Organise to Deliver’ papers to refresh the approach the plan takes to 

communicating the Council’s vision and purpose.  This refresh is proposed in 

order to ensure the plan remains fit for purpose through a period of change and 

promotes staff and customer engagement. 

 

2.3 The Council’s Complaints Procedure and the performance indicators below 

adhere to the requirements set out by the Scottish Public Service Ombudsman’s 

(SPSO) Model Complaints Handling Procedure. The Council aims to resolve 

complaints quickly and close to where the service is provided. In November 2013 

the Council established the Corporate Complaints Group to take forward actions 

for improving complaints management. The Group meets monthly to learn from 

complaints, improve business processes and ensure improvement actions are 

embedded in service areas.  
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Main report 

3.1 The 2015 review of the Council Business Plan and Council Strategic Planning 

Framework has been built from the following guiding principles: 

3.1.1 The plan and its framework should be clearly aligned to the strategic 

direction and vision set out in the Council Transformation Programme, the 

‘Organise to Deliver’ papers, and staff engagement work undertaken as 

part of the Pride in our People programme. 

3.1.2 The plan should provide a simple and clear articulation of the Council’s 

vision and purpose. 

3.1.3 The plan should clearly embody and promote the Council values of putting 

the customer first, being forward thinking, working together, and being 

honest and transparent. 

3.1.4 The plan should be built around a clear purpose and shared set of strategic 

themes. 

3.1.5 The framework should show clear line of sight to Coalition pledges, the 

Edinburgh Partnership Community Plan, the Corporate Transformation 

Programme, and operational delivery plans prepared across service areas. 

3.2 Following these principles, a draft Council Business Plan for 2015-18 has been 

developed.  The plan adopts a single vision for the city, shared with all Council 

partners.  To deliver this vision, the plan sets out overlapping strategic themes 

common to the work of all service areas.  These themes set out a commitment for 

the Council to: 

3.2.1 Improve quality of life 

3.2.2 Ensure economic vitality, and 

3.3.3 Build excellent places. 

3.3 Across all these themes, the plan sets out a further common commitment to 

provide best value and to deliver lean and agile Council services. 
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Council Strategic vision and purpose 

 

3.4 Full details on the draft business plan are provided in Appendix 1 to this paper. 

 

3.5 This business plan forms part of a cohesive planning and performance framework 

that connects the strategic priorities of the Council to: 

3.5.1 Commitments and pledges set out by the Council leader and the Capital 

Coalition. 

3.5.2 Commitments and action plans agreed by the Council with its Community 

Planning partners through the Edinburgh Partnership. 

3.5.3 Detailed operational action plans for the delivery of frontline services. 

3.5.4 Local area plans guiding the delivery of services in our communities. 

 

3.6 Further details on commitments and targets for each element of this framework 

are available on the Strategy and Performance pages of the Council website. 

 

 

 

 

 

 

 

 

 

http://www.edinburgh.gov.uk/info/20202/strategy_and_performance
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Council Planning Framework 

 

 

3.7 The Council Performance Framework sets out the specific targets and measures 

through which the Council monitors performance towards its objectives.  A high 

summary of the 2015 update to the framework is provided in Appendix 2 to this 

paper with all existing corporate dashboard indicators re-aligned to the themes 

and priorities described in the revised council business plan. 

 

3.8 In line with previous recommendations, agreed by the Corporate Policy and 

Strategy Committee in December 2013, performance against these measures and 

targets is scrutinised: 

3.8.1 On a six monthly basis by the Corporate Policy and Strategy Committee.  

For this committee performance reports are to be provided through the 

Corporate Business Insight Dashboard accessible by elected members on 

ipads via the dedicated app. 

3.8.2 On a six monthly basis by Executive Committees.  For these committees, 

performance reports are provided as an extract from the corporate 

dashboard focusing only on those measures of relevance to each 

committee. 

3.9 Appendix 3 provides complaints analysis for the period 2014/15. 
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Measures of success 

4.1 This report outlines performance measures against delivery of the Council’s 

strategic themes for the period from October 2014 to March 2015 and provides 

detail on complaints analysis for the period 2014/15. 

 

Financial impact 

5.1 The financial impact is set out within the Corporate Performance Framework. 

 

Risk, policy, compliance and governance impact 

6.1 Risk, policy, compliance and governance impact is integrated within the Corporate 

Performance Framework. 

 

Equalities impact 

7.1 Reducing poverty, inequality and deprivation is integrated within the Corporate 

Performance Framework. 

 

Sustainability impact 

8.1 The sustainability impact is set out within the Corporate Performance Framework. 

 

Consultation and engagement 

9.1 Measures, priorities and outcomes within the Corporate Performance Framework 

have been developed in consultation with stakeholders and will continue to evolve 

based on continued engagement. 

 

 



          

Corporate Policy and Strategy Committee - 9 June 2015 Page 7 

 

Background reading / external references 

The Council’s Performance Framework approved by Corporate Policy and Strategy 

Committee on 10 June 2014.  

The ‘Review of political management arrangements’ report approved by Council on 24 

October 2013. 

SPOS’s Model Complaints Handling Procedure  

 

Alastair D Maclean 

Director of Corporate Governance 

 

Contact: Kirsty-Louise Campbell, Governance and Strategy Manager 

E-mail: kirstylouise.campbell@edinburgh.gov.uk | Tel: 0131 529 3654 

 

Contact: Jo McStay, Business Intelligence Manager 

E-mail: jo.mcstay@edinburgh.gov.uk | Tel: 0131 529 7950 

 

Links  
 

Coalition pledges All 

Council outcomes All 

Single Outcome 
Agreement 

All 

Appendices Appendix 1: Council Business Plan 2015-18 

Appendix 2: Council Performance Framework 

Appendix 3: Complaints analysis for 2014/15 

 

 

 

 

http://www.edinburgh.gov.uk/download/meetings/id/43542/item_no_74_-_corporate_performance_framework_-_annual_update_2014
http://www.edinburgh.gov.uk/download/meetings/id/41047/item_no_8_3-review_of_political_management_arrangements
http://www.valuingcomplaints.org.uk/wp-content/media/SPSO-performance-indicators-for-the-Local-Authority-Model-Complaints-Handling-Procedure.pdf


The City of Edinburgh Council 

Business plan 2015-18 
A thriving, sustainable capital city 



Introduction 

This business plan sets out the strategic direction and priorities for the 
City of Edinburgh Council during 2015 to 2018. 

Our city is widely recognised as a great place to live and do business, 
and we as a Council are proud to be able to play a part in that success.  
Together with our partners we have delivered real and tangible 
improvements for our city in recent years – including the completion of 
the tram project, demonstrable improvements in outcomes for young 
people, safer communities and cleaner streets, as well as major 
investment in our business, sporting and cultural infrastructure. 

The next few years will be challenging, with increasing service demands 
coming alongside greater financial constraints and major reforms in the 
way we provide our services.  Nevertheless, our programme remains 
ambitious and focused on delivering on our vision of Edinburgh as: 

• a growing, thriving and sustainable capital city 

• a city whose quality of life draws talent and investment from around 
the world 

• a city where the public, private and third sectors collaborate with 
common purpose, and ultimately 

• a city which puts the people of Edinburgh at the heart of its success. 
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Implementation of this business plan is critical to the delivery of our 
vision.  The strategic direction provided here will help us to: 

• Deliver high quality, joined up and responsive services 

• Get things right first time, and exceed our citizens’ expectations 

• Make sure our citizens have a say on the decisions that affect them 
and trust that the Council will listen 

• Ensure that our workforce live and breathe our core Council values 
of putting the customer first, being forward thinking, working 
together, and being honest and transparent. 

The next few years will be a period of significant change for the Council, 
but by concentrating on these values we are confident that we will 
continue to deliver better outcomes for the people of Edinburgh. 

 

Sue Bruce 
Chief Executive 

Councillor Andrew Burns 
Council Leader 



The Council vision and strategy 

The environment in which the Council operates is changing and the 
delivery of our vision for the city requires fundamental changes to the 
way we provide our services.  

In response to these changes, the Council’s strategic model is evolving.  
The Council’s Business plan for 2015-18 is built around a single vision 
for the city, shared with all our partners.  To deliver this vision, Council 
services focus their work around three, overlapping strategic themes.  
These themes define the priorities for Council services and set out our 
commitment to: 

• Improve quality of life 

• Ensure economic vitality, and 

• Build excellent places. 

Across all these themes, we are committed to providing best value for 
the people of Edinburgh and to deliver lean and agile Council services. 

We know that the only way to fulfil this vision is to create a strong 
environment of co-operation and joint working with our partners and 
citizens.  In this context the Council is committed to taking a 
progressive approach to partnership which proactively seeks  out 
opportunities to make the most of our collective strengths and talents. 
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Vision for our city 

Edinburgh is a thriving, sustainable capital city  in which all 
forms of deprivation and inequality are reduced 

Improve quality 
of life 

Ensure economic 
vitality 

Build excellent 
places 

Deliver lean and agile Council services 

To deliver this vision, Council services focus their work around three 
overlapping strategic themes 

Across all these themes, we aim to: 

Transformation 

Council-wide foundation strategies which support our work 

Workforce 

Citizen and partner 
engagement 

Budget 



Strategic themes 

Edinburgh is widely recognised as one of the best cities in the UK in which to 
live.  Our priority is to improve quality of life by ensuring all Edinburgh citizens 
have the opportunity to fulfil their potential, by supporting children and 
young people, increasing participation in sport and cultural activities, by 
ensuring access to high quality care, and by building safe and empowered 
communities in which all citizens experience improved health and wellbeing. 
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Improve quality 
of life 

Ensure 
economic 

vitality 

Build excellent 
places 

Edinburgh is home to the most successful  and vibrant economy in Scotland,  

powering growth and jobs for a wide city region.  Our priority is to further 

strengthen our international competitiveness, supporting business growth and 

investment.  Our work will continue to develop our low carbon, cultural and 

creative sectors, and ensure everyone has the opportunity to benefit from our 

economic prosperity. 

Edinburgh is a beautiful city with a rich historic built environment co-existing 
with first-class modern infrastructure.   Our priority is to maintain our city as 
an attractive place to live, work and visit.  This means having a city built 
around communities able to access housing options that meet their needs, 
with well connected accessible transport infrastructure, and enhanced 
business, cultural, sporting and local infrastructure in all areas of the city. 

The Council  Business Plan sets out three strategic themes to focus delivery of the Council Vision. These themes are delivered through 12 cross-
cutting priority areas for action. 

Right care, right place, 
right time 

Children and young 
people fulfil their 

potential 

Improved health and  
wellbeing; reduced 

inequalities 

Safe and empowered 
communities 

Business growth     
and investment 

A creative, cultural 
capital 

Access to work       
and learning 

A vibrant and 
sustainable local 

economy 

A range of quality 
housing options 

An accessible, 
connected city 

An attractive city 

 A built environment 
to match our 

ambition 



Deliver lean and agile Council services 

The next few years will bring significant challenges for all Councils, with increases in demand for key front line services coming with continuing 
financial constraints. To meet these challenges we know we need to be a lean and agile Council which puts customers at the heart of everything we 
do.  This means transforming the way we do things, with a leaner structure, clearer and simpler processes, supported by a skilled and motivated 
workforce.  The work of all Council services is supported by four foundation strategies and priorities for action – Transformation, Workforce, Citizen 
and partner engagement, and Budget. These priorities will guide our work and help ensure we achieve the best outcomes possible for our 
customers. 

A strong reputation is essential to the success of any organisation, and working to these priorities is important to improve the perception of the 
Council amongst our customers and stakeholders.  We will work to improve our reputation by providing excellent, responsive services and by 
promoting engagement in our decision making processes.  Across all this work we will ensure that Council services continue to be provided within  
legal and regulatory requirements and that we promote good practice in assurance , financial and risk management across all our services. 
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Transformation 

We drive transformational change to deliver a 
Council built around our core values of 
working together, putting the customer first, 
forward thinking, honesty and transparency. 

Workforce 

The single largest investment any Council 
makes is in its people. We are a Council 
where positive outcomes are delivered by an 
engaged, empowered workforce of high 
performing people. 

Citizen and 
partner 

engagement  

We focus on understanding our citizens’ 
needs and delivering the outcomes that 
matter most. We create a strong 
environment of co-operation and joint 
working with our partners and our citizens. 

Budget 

We promote the financial sustainability of all 
Council services by further improving our 
budget planning and monitoring processes to 
secure a balanced budget. 



Council Transformation 

A core priority for the Council during 2015-18 is the delivery of 
transformational change across the organisation.  This programme aims 
to build an organisation centred on our customers, services and 
communities. 

Our Council Transformation Programme  sets out an integrated group 
of projects pulling together all aspects of transformation.  

The plan comprises two core projects, supported by a number of cross-
cutting workstreams. 

• Citizens and Neighbourhoods: This project will deliver a new 
operating model for the Council in which services have an enhanced 
focus on local communities.  The project will improve local control 
over services and priorities, reduce bureaucracy and deliver more 
resources to the frontline. 

• Business and Support Services: This project will deliver a new model 
for the provision of central support for Council services.  The project 
will provide a strong strategic centre to support frontline delivery, 
streamline processes and help move towards a ‘right first time’, 
customer focussed approach. 

These projects are supported by a range of initiatives aimed at 
improving outcomes for our communities and providing best value for 
money. 
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Deliver lean and agile Council Services 

Asset 
Management 

Citizens and Neighbourhoods 

Grants and 
Partnerships 

Financial 
Savings 

Business and Support Services 

Council Transformation Programme 

6 

Health & 
Safety 

Risk & 
Scrutiny 

ICT Re-
procurement 

Business 
Insight 

Engagement 
Workforce 
Strategy & 

Management 

Income 
Maximisation 

Health & 
Social Care 
Integration 

Channel Shift 



Operational Service and 
Locality Delivery plans 

Business & 
Support 
Services 

Council planning framework 

This business plan forms part of a cohesive planning and performance 
framework that connects the strategic priorities of the Council to: 

• Commitments and pledges set out by the Council leader and the 
Capital Coalition 

• Commitments and action plans agreed by the Council with its 
Community Planning partners through the Edinburgh Partnership 

• Detailed operational action plans for the delivery of frontline 
services, and 

• Local area plans guiding the delivery of services in our communities. 

Further details on commitments and targets for each element of this 
framework are available on the Strategy and Performance pages of the 
Council website. 

Progress against the delivery of these plans, including performance 
against specified targets, is reported to Council  every six months.  This 
committee scrutiny is supported by monthly reviews of performance 
and progress by the Corporate Leadership Group and by senior 
management teams across all service areas. 

Details on the Council’s approach to performance management and up 
to date information on progress against this plan are published on the 
Strategy and Performance pages of the Council website. 

The City of Edinburgh Council Business Plan 2015-18 7 

Council Business Plan  
2015-18 

A thriving, sustainable capital city 

Community 
plan 

2015-18 

Capital Coalition Pledges  
Contract with the Capital 

Transformation Workforce 

Engagement Budget 

http://www.edinburgh.gov.uk/info/20202/strategy_and_performance
http://www.edinburgh.gov.uk/info/20202/strategy_and_performance


A thriving, sustainable capital city 

The Council priorities set out in this plan reflect real issues that the 
people of Edinburgh would like us to improve.    

Our research with Edinburgh people tells us a lot about what our 
customers think about their city and the services offered by the 
Council.  In 2014,  89% of residents said they were satisfied with 
Edinburgh as a place to live, while 67% of people were satisfied with 
the Council’s management of the city. 

When asked what the Council could do to further improve the city and 
their neighbourhood, citizen responses include key priorities for action: 

• Care for vulnerable people and homecare for the elderly, activities 

for children and young people, education and skills development, 

and tackling antisocial behaviour.   These priorities drive the 

Council’s work to Improve quality of life in our city 

• Support for local businesses, promote Edinburgh as a place to invest 

and do business, improve access to cultural opportunities. These 

priorities drive the Council’s work to Enhance economic vitality 

• Street cleaning and waste collection, road and pavement 

improvements, public amenities and green spaces , affordable social 

housing.  These priorities drive the Council’s work to Build excellent 

places. 
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Our understanding of residents’ priorities comes from a number of 
sources, through survey research, consultation, and analysis of 
customer feedback. The Edinburgh People Survey, for instance, is the 
largest survey of its kind in the UK, gathering information on quality of 
life issues , local services, and residents’ perceptions of the Council.  
Results from the survey are used to inform service design and improve 
performance across the Council. 

At the same time, our Budget Engagement programme helps us 
understand residents’ priorities for how the Council should spend its 
budget.  In 2014/15, this consultation alone received over 3,500 
responses and made a real contribution to determining the Council’s 
spending priorities. 

 

Citizen 
priorities 

Improve quality of life 

Ensure economic vitality 

Build excellent places 

Citizen insight drives Council action 

http://www.edinburgh.gov.uk/info/20029/have_your_say/921/edinburgh_people_survey
http://www.edinburgh.gov.uk/info/20200/budget_and_finance/1128/council_budget_201516


Have your say 

There are a number of ways you can keep up to date with and have 
your say on the planning and performance of Council services. 

 Read about strategy and performance: Up to date information 
on Council plans and policies, as well as information on how we 
are progressing towards our goals is available on the Strategy and 
Performance pages of the Council website. 

 Attend Council committees – Decisions about Council policy and 
scrutiny of performance are regularly discussed by Council 
committees.  Members of the public are welcome to attend these 
meetings.  Information on how to attend is available on the 
Council website.   

 Watch Council debates online - We are committed to providing 
the people of Edinburgh with an open and visible insight into our 
decision-making process. You can now watch Council meetings 
and debates live online via our dedicated webcast site, without 
having to attend in person. All webcast meetings are also held in 
an online archive and can be accessed at any time. 

• Start a petition - Taking part in a petition is another way to get 
involved in what the Council does. For information on how to 
start a new petition, or support an existing petition, please visit 
our website. 
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 Participate in public consultations -The Council regularly consults 
with stakeholders and members of the public on its plans and 
policies.  Details on how to find out about and participate in 
consultations are available via our Consultation Hub. 

• Make a suggestion or a complaint - We welcome all your 
feedback on our services.  For information on how to make a 
suggestion or a complaint about a Council service, including 
information on how we learn from complaints, please visit the 
Council website at www.edinburgh.gov.uk/complaints. 

 

For further information about this business plan, please contact us: 

Web: www.edinburgh.gov.uk  

Email:  business.intelligence@edinburgh.gov.uk 

Telephone:  0131 200 2000 

Address: Business Intelligence, City of Edinburgh Council, 
 Level 2.2 Waverley Court, 4 East Market Street, 
 Edinburgh, EH8  8BG 

http://www.edinburgh.gov.uk/info/20202/strategy_and_performance
http://www.edinburgh.gov.uk/info/20202/strategy_and_performance
http://www.edinburgh.gov.uk/info/20202/strategy_and_performance
http://www.edinburgh.gov.uk/cpol
http://www.edinburgh.public-i.tv/core/portal/home
http://www.edinburgh.gov.uk/info/20029/consultations_and_participation/260/petitions
https://consultationhub.edinburgh.gov.uk/
https://consultationhub.edinburgh.gov.uk/
http://www.edinburgh.gov.uk/complaints
http://www.edinburgh.gov.uk/
mailto:business.intelligence@edinburgh.gov.uk


You can get this document on tape, in Braille, large print and various 
computer formats if you ask us.  Please contact Interpretation and 

Translation Service (ITS) on 0131 242 8181.  ITS can also give 
information on community language translations.  You can get more 

copies of this document by calling 0131 469 6149. 



Council Performance Framework 
A thriving, sustainable capital city 

 
Our vision is to ensure that Edinburgh is a thriving, sustainable 

capital city in which all forms of deprivation and inequality are reduced 

Strategic 
Themes 

Vision 

Improve quality of life Ensure economic vitality Build excellent places 

Deliver lean and agile Council services 

Priorities 

Values 

Children and young 
people fulfil their 

potential 

Right care, right 
place, right time 

Improved health 
and  wellbeing; 

reduced inequalities 

Safe and 
empowered 
communities 

Business growth 
and investment 

Access to work and 
learning 

A creative, cultural 
capital 

A vibrant, and 
sustainable local 

economy 

An attractive city 
An accessible, 
connected city 

A range of quality 
housing options 

 A built 
environment to 

match our ambition 

Transformation Workforce 

Citizen and partner engagement Budget 



Council Performance Framework 
Key Performance Measures 

 
Improve Quality of Life Ensure Economic Vitality Build Excellent Places 

Deliver Lean and Agile Council Services 

Children’s literacy and school 
attainment rates 

Rate of reduction in the need for care 
through re-ablement 

Number of unemployed people supported 
into work or learning 

% of residents satisfied with the 
Council, and % who trust the Council 

School attendance and  
Exclusion rates 

Physical activity participation rates and 
Edinburgh Leisure attendance rates 

Unemployment rates 
% of customers satisfied with Council 

services 

Parent/Carer satisfaction with schools 
Cultural activity participation rates, and 
Museum and Gallery attendance rates 

%  of planning applications processed 
within target timescales 

% major projects and % of corporate 
risks within acceptable tolerance levels 

Placements with Council foster carers Re-offending rates: sexual or violent crimes 
% of school leavers who go on to positive 

destinations 
% of FOI requests responded to within 

target timescale 

Number of looked after children Number of completed criminal justice orders 
Waste recycling rates, and the amount of 

waste sent to landfill 
Number of digital transactions 

undertaken by customers 

% of older people with high level needs 
cared for in their own home 

Rate of completion for high risk food health 
and safety inspections 

Street cleanliness levels 
Sickness absence and Health and Safety 

incidence rates 

Number of respite nights in care 
homes 

%  of pupils satisfied with school responses 
to bullying 

Projected approvals for new affordable 
homes 

Council Tax collection rates 

Satisfaction with adult care services Customer use of library services Average homelessness case length Rent arrears as a % of rent due 

% clients receiving timely treatment 
for substance misuse 

Number of jobs created or safeguarded % of roads that require maintenance 
Welfare reform scheme payments 

made 

Incidences of delayed discharge from 
hospital 

Value of investment in development and 
regeneration supported 

% of road defect and street lighting 
repairs made within target timescale 

Projected budget outturn and progress 
against delivery of budget savings 



Council Performance Framework 
Matching Priorities and Council Outcomes 

 
Strategic theme Priorities Council Outcomes 

Children and young people fulfil their 
potential 

CO1. Our children have the best start in life, are able to make and sustain relationships and are 
ready to succeed. 

CO2. Our children and young people are successful learners, confident individuals and responsible 
citizens making a positive contribution to their communities. 

CO3. Our children and young people in need, or with a disability, have improved life chances. 

CO4. Our children and young people are physically and emotionally healthy. 

CO5. Our children and young people are safe from harm or fear of harm, and do not harm others 
within their communities 

CO6. Our children’s and young people’s outcomes are not undermined by poverty and inequality 

Improved health and  wellbeing; reduced 
inequalities 

CO3. Our children and young people in need, or with a disability, have improved life chances. 

CO4. Our children and young people are physically and emotionally healthy. 

CO6. Our children’s and young people’s outcomes are not undermined by poverty and inequality. 

CO17. Need and dependency on formal services are reduced.  

Right care, right place, right time 

CO17. Need and dependency on formal services are reduced. 

CO18. Care and support is personalised and person-centred. 

CO19. Edinburgh’s carers are supported to continue in their caring role. 

CO20. People are supported and cared for at home and in the most appropriate setting. 

Safe and empowered communities  

CO11. Residents, visitors and businesses feel that Edinburgh is a safe city. 

CO16. Communities and individuals are empowered and supported to improve local outcomes 
and foster a sense of community. 

CO21. Communities are inclusive and supportive. 

CO22. People and communities are safe and protected. 

Improve quality 
of life 



Council Performance Framework 
Matching Priorities and Council Outcomes 

 
Strategic theme Priorities Council Outcomes 

Business growth and investment 
CO7. Edinburgh draws new investment in development and regeneration.  

CO8. Edinburgh’s economy creates and sustains jobs opportunities 

A creative, cultural capital CO6. We have visibly enhanced our city’s cultural and sporting future  

Access to work and learning CO9. Edinburgh residents are able to access job opportunities 

A vibrant, sustainable local economy CO8. Edinburgh’s economy creates and sustains jobs opportunities 

An attractive city 
CO10. Edinburgh’s streets and open spaces are clean and free of litter and graffiti.  

CO14. Edinburgh remains an attractive city through the development of high quality buildings and 
places. 

A range of quality housing options 
CO12. People live in a good quality home that is affordable and meets their needs in a well-
managed Neighbourhood 

An accessible, connected city 
CO15. Edinburgh has a transport system that improves connectivity and is green, healthy, 
accessible and safe to use 

A built environment to match our 
ambition 

CO14. Edinburgh remains an attractive city through the development of high quality buildings  
and places. 

CO13. Edinburgh delivers high standards in the maintenance of infrastructure and public realm 

Transformation 
Workforce 
Citizen & partner engagement 
Budget 

CO23. We have developed our reputation and ensured customers have a positive perception of 
the Council. 

CO24. We have enhanced customer experience by ensuring our services are of high quality and 
easy to access. 

CO25. We have improved risk management across the Council. 

Ensure economic 
vitality 

Build excellent 
places 

Deliver lean and 
agile Council 

services 
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 Appendix 3: Complaints analysis for 2014/15 

    

 

 

 

 

 

 

Annual Report 

2014/15  

 

 

 

 

 

 

Key 

  

 PI is below target and tolerances. 

 PI is below target but within tolerances. 

 On target. 

 This PI cannot be calculated. 

 Data-only PI, no target set. 
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2014/15 summary   

Introduction    

The Council publishes its performance of complaints handling on a quarterly and annual basis to provide assurance, to deliver continuous improvement and 

to assist in benchmarking between local authorities. 

Reporting of complaints is a statutory requirement and is monitored by Audit Scotland in conjunction with the Scottish Public Services Ombudsman (SPSO) 

and in line with Best Value. 

The data in this report outlines the Council’s complaints management performance for the year 2014/15 and will be published on the Council’s website once 

agreed by the Corporate Policy and Strategy Committee in June. 

 

 

Transforming complaints – key milestones 2014/15 

The Corporate Complaints Management Group, led by Business Intelligence, meets on a monthly basis ensuring service leads work together to implement 
best practice and policy.  This year the group has driven forward many improvements to complaints management Council-wide, including: 

 Staff and customer communications – through managers’ briefings and customer-focused information on the Orb and external website. 

 Quarterly analysis of complaints reported and discussed by the Corporate Leadership Group (CLG) – provides a focus on common complaints and 

service improvements. 

 Improved liaison and partnership working with the SPSO.  The Governance Service is now the single point of contact for all SPSO complaints. 

 Quality assurance – all responses to the SPSO are quality checked by the Governance Service before submission.  This has improved the quality 
and accuracy of responses. All recommendations received from the SPSO are now recorded and monitored by Governance. 

 Revised policy for managing repeated customer contact – known publicly as “Managing Customer Contact in a Fair and Positive Way”.  
Supporting material has also been developed to help staff handle difficult situations and de-escalate problems before they reach an unacceptable 
level. 

 Scottish Complaints Handlers Network – attended by Business Intelligence, this is a quarterly meeting of all Scottish Local Authorities and the 
SPSO to benchmark complaints management and share best practice. 
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The year ahead – opportunities and challenges 

 New CRM - the Corporate Complaints Management Group are working with the Oracle Right Now Project team to progress the transition from 
recording complaints on Capture (and other systems) to Oracle Right Now.   

 Recording and monitoring complaints - the implementation of Oracle Right Now will provide a more consistent approach to managing and 

reporting on complaints across the Council. 

 Learning and development – the e-learning complaints module is being updated in May and will be ready for staff to complete as part of 2014/15 
PRD process (as recommended by Internal Audit).  The Council’s Investigation Stage training material will be reviewed and updated in line with the 
SPSO’s training material (Business Intelligence will attend SPSO investigation skills training). 

 Quality assurance and consistency – the Council Transformation Programme is an opportunity to provide a coordinated service within business 
and support services so that complaints are managed in a consistent way and adhere to quality standards.  For example, when responding to the 
SPSO, conducting investigations, and ensuring that customers are treated in a fair and positive way.  

 Working together – using performance information and analysis to target resources and support to areas where needed e.g. training and customer 
care, and service improvements to address common complaints.   
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Indicator 1: complaints received per 1,000 population   

Outline  Indicator status  

The Council’s definition of a complaint is “an expression of dissatisfaction by one or more members of the public 

about the local authority’s action or lack of action, or about the standard of service provided by or on behalf of 

the local authority”.  This indicator records the total number of complaints received by the Council.  

No SPSO target available   

Indicator 1 complaints received Analysis and action  

 

 

 

 

 

 
 

 

Breakdown of complaints by service area 

 

Quarter Total complaints received Per 1,000 population 

Total for year 15530 32 

Q4 2014-15 (Jan-Mar) 4254 9 

Q3 2014-15 (Oct-Dec) 3941 8 

Q2 2014-15 (Jul-Sep) 4307 9 

Q1 2014-15 (Apr-Jun) 3028 6 

 15530 complaints were received in 2014/15 
compared to 10765 in the previous year; an increase 
of 32%. 

 Over the year, this equates to 32 complaints per 
1,000 of the population of Edinburgh. 

 The increase in the total number complaints could 
be attributed to: 

 Staff briefings on complaints management; 
and 

 Increased recording of complaints. 

 Frontline services i.e. receive a higher volume of 
complaints than back office functions. 

 

 

 

 

 

 

 

 

SfC 79% 

CG 15.6% 

Econ Dev 
0.03% 

Social Work  
3.7% 

CF (Educ)  
1.6% 

Multi dept  
0.2% 
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Indicator 2: closed complaints   

Outline Indicator status   

A complaint is closed when a response has been given to the customer and no further action is required.  Stage 

1 is a frontline resolution where a quick, informed response is possible within five working days.  For complaints 

which require more time to gather the information before resolution, or where a customer remains dissatisfied 

after stage 1, an investigation (stage 2) is appropriate and should be completed within 20 working days.  The 

customer can take their complaint to the Ombudsman (Stage 3) should they be dissatisfied with the stage 2 

resolution. 

There is no SPSO target for this. An 

appropriate internal target is to close 

75% at Stage 1; 25% at Stage 2 and 

0.5% at Stage 3. 

 

Indicator 2 closed complaints  

 

Analysis and action 

 A total of 13382 complaints were closed off during 

the year. 

 61% of complaints received were resolved at the 
frontline; below the internal target of 75%.   

 The Corporate Complaints Management Group are  
working with services to resolve complaints 
effectively at the frontline through manager briefings 
and staff training material. 

 The majority of stage 2 complaints relate to waste 

services which skew the overall figures. 

 Waste currently do not follow the Council’s 2 stage 
complaints procedure resulting in a high volume of 
complaints being logged at the investigation stage 
instead of frontline resolution.  Work is underway to 
brief staff on the Council’s complaints procedure and 
to update Confirm so that complaints are recorded 
correctly. 

 

 

 

 

Quarter 
Stage 1: frontline 

resolution 
Stage 2: 

investigation 
Stage 3: 

ombudsman 

Total for year 8211/13382 (61%) 5140/13382   (38%) 
32/13382        
(0.002%) 

Q4 2014-15 (Jan-Mar) 2572/3878 (66%) 1293/3878 (33%) 13/3878 (0.3%) 

Q3 2014-15 (Oct-Dec) 2180/3827 (57%) 1645/3827 (43%) 2/3827 (0.05%) 

Q2 2014-15 (Jul-Sep) 1721/3087 (58%) 1358/3087 (44%) 8/3087 (0.26%) 

Q1 2014-15 (Apr-Jun) 1738/2590 (67%) 844/2590 (33%) 9/2590 (0.35%) 

Stage 1: 
Frontline 

Resolution 
61.4% 

Stage 2: 
Investigation 

38.4% 

Stage 3: SPSO 
0.002% 
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Indicator 3: complaints upheld, partially upheld and not upheld   

Outline Indicator status  

This indicator measures the outcome (upheld, partially upheld or not upheld) recorded for each complaint. No SPSO target available 
 

Indicator 3 complaint outcomes 

Stage 1: frontline resolutions 

  

Analysis and actions 

 There has been a quarter on quarter increase in 
complaints upheld at the frontline resolution stage 

 The number of upheld investigations dropped in the last 
quarter by 26%. The number of upheld complaints at the 
frontline increased by 12%. This might possibly be due to 
an increase in the number of complaints being resolved 
at the first stage, reducing the need for further 
investigation.    

A very small number of complaints are reaching the 
ombudsman. 12 complaints have been upheld/partially 
upheld over the last 12 months.  

Stage 2: investigation  

 

Stage 3: ombudsman 

 

868 
987 

1396 
1564 

614 531 560 
713 

256 203 224 295 

0 

500 

1000 

1500 

2000 

Q1 14/15 Q2 14/15 Q3 14/15 Q4 14/15 

Upheld 

Not upheld 

Partially upheld 

701 

1207 

1457 

1077 

102 94 131 160 

41 57 57 56 0 
150 
300 
450 
600 
750 
900 

1050 
1200 
1350 
1500 

Q1 14/15 Q2 14/15 Q3 14/15 Q4 14/15 

Upheld 

Not upheld 

Partially upheld 

0 

2 

5 5 

0 

3 

2 

3 

1 
1 

0 

1 

2 

3 

4 

5 

6 

Q1 14/15 Q2 14/15 Q3 14/15 Q4 14/15 

Upheld 

Not upheld 

Partially upheld 



Complaints Management 2014/15 June 2015           7 

Indicator 4: average times   

Outline Indicator status  

This indicator measures the average time in working days to close complaints in each quarter.   The SPSO states that Stage 1 

complaints should be resolved within 

five working days, Stage 2 within 20 

working days and Stage 3 within 10 

working days.  

 

Indicator 4 average times to close complaints  
 

Quarter 
Stage 1: frontline 

resolution 
Stage 2: 

investigation 
Stage 3: ombudsman 

Total for year 5 days 20 days 19 days 

Q4 2014-15 (Jan-Mar) 6 days 20 days 12 days 

Q3 2014-15 (Oct-Dec) 4 days 20 days 2 days 

Q2 2014-15 (Jul-Sep) 5 days 20 days 38 days 

Q1 2014-15 (Apr-Jun) 5 days 18 days 24 days 

Analysis and action 

 Stage 2 (investigation) 
complaints are within target and 
stage 1 complaints fall slightly 
over the 5-day target. 

 The Governance Service is now 
the single point of contact for all 
Stage 3 (ombudsman) 
complaints.  This ensures a 
consistent corporate approach as 
well as quality checking 
responses before submission. 

 On average SPSO complaints 
are taking longer to respond to 
than the 10-day target.  
Extensions to timescales are 
often authorised by the 
ombudsman in order to give 
services more time to provide a 
full response. 
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Indicator 5: performance against timescales   

Outline Indicator status  

This is the number and percentage of complaints at each stage which were closed in full within the set 

timescales of 5 working days (Stage 1), 20 working days (Stage 2) and 10 working days (Ombudsman).  Target 

set at 85%. 

 

The Council aims to maintain a 

target of 85% of complaints closed 

within recommended timescales. 

 

Indicator 5 performance against timescales (target 85%) 

Quarter 
Stage 1: frontline 

resolution 
Stage 2: 

investigation 
Stage 3: ombudsman 

Total for year 88% (7256/8211) 92% (4714/5140) 67% (28/42) 

Q4 2014-15 (Jan-Mar) 85% (2195/2572) 89% (1156/1293) 77% (10/13) 

Q3 2014-15 (Oct-Dec) 93% (2033/2180) 93% (1539/1645) 100% (2/2) 

Q2 2014-15 (Jul-Sep) 91% (1567/1721) 94% (1281/1358) 88% (7/8) 

Q1 2014-15 (Apr-Jun) 84% (1461/1738) 87% (738/844) 9/9 (100%) 

 

Analysis and action 

 Performance against timescales meets the 
85% target for stage 1 and 2 complaints.   

 As highlighted under indicator 4, many of the 
ombudsman complaints have authorised 
extensions due to the complexity of the 
complaints. 

 To maintain performance the Corporate 
Complaints Management Group is responsible 
for ongoing communications and targeted 
briefings in each service area. 
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Indicator 6: number of cases where an extension is authorised   

Outline Indicator status  

An extension to the timescales is authorised by the appropriate manager in exceptional circumstances and in 

agreement with the customer. This indicator measures the number and percentage of complaints at each stage 

where an extension to the 5 or 20 working day timeline has been authorised. 

 

While there is no SPSO target a 

reasonable internal target for 

extensions is 6% or less. 

 

Indicator 6 number of cases where an extension is authorised Analysis and action  

 

 

 

Quarter 
Stage 1 frontline resolution 

5 working days 

 Stage 2 investigation 

20 working days 

Total for year 396/8211 (5%) 191/5140 (4%) 

Q4 2014-15 (Jan-Mar) 92/2572 (4%) 50/1293 (4%) 

Q3 2014-15 (Oct-Dec) 91/2180 (4%) 63/1645 (4%) 

Q2 2014-15 (Jul-Sep) 108/1721 (6%) 38/1358 (3%) 

Q1 2014-15 (Apr-Jun) 105/1738 (6%) 40/844 (5%) 

 The majority of complaints have been closed 

off within target and only a very small number 

of extensions are being authorised at each 

stage.   

 The Governance Service works closely with 

the SPSO and the relevant services to ensure 

responses are completed timeously.  Where 

appropriate extensions to timescales are 

authorised by the SPSO. 
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Indicator  7: customer satisfaction   

Outline Indicator status  

This indicator provides information on the levels of customer satisfaction with the complaints handling services 

provided.  Services for Communities, Social Work services and Customer Services results are published below. 

No SPSO target available 
 

Indicator 7 SfC complaints customer satisfaction survey results 

 % of customers fairly or very satisfied 

Q1 14/15 Q2 14/15 Q3 14/15 Q4 14/15 

Being able to deal directly with someone who 
could help you 

61% 64% 67% 70% 

Someone took responsibility for your complaint 60% 60% 66% 68% 

Being given information that was easy to 
understand 

59% 62% 66% 68% 

Being given all the information you needed 59% 60% 63% 64% 

Being kept up to date with progress 56% 55% 59% 62% 

How well the staff did their jobs 60% 62% 66% 68% 

Being treated fairly 60% 63% 68% 72% 

The time taken to deal with your complaint from 
start to finish 

43% 50% 60% 58% 

The final outcome 65% 65% 66% 75% 
 

Analysis and action 

 Satisfaction results for SfC show a 
significant overall improvement for all 
questions from quarter 1 to quarter 4. 

 Highest customer satisfaction for the 
last quarter was in relation to the final 
outcome of the complaint and being 
treated fairly. This could be a result of 
improved complaints management 
awareness and training. 

 Areas for improvement relate to the 
time is takes to deal with complaints 
and the customer being kept up to 
date with progress. These areas are 
being actioned by the Corporate 
Complaints Management Group. 
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Indicator 7 Social Work complaints (HSC and C&F) customer satisfaction survey results 

 % of customers fairly or very satisfied 

Q1 14/15 Q3 14/15 Q4 14/15 

Being able to deal directly with someone who could help 
you 

80% 33% Survey not 
undertaken 

Someone took responsibility for your complaint 60% 33%  

Being given information that was easy to understand 40% 33%  

Being given all the information you needed 40% 33%  

Being kept up to date with progress 80% 33%  

How well the staff did their jobs 80% 33%  

Being treated fairly 80% 33%  

The time taken to deal with your complaint from start to 
finish 

20% 33%  

The final outcome 40% 0%  
 

Analysis and action 

 Social Work undertook the customer 
satisfaction twice during the year.  Both 
surveys had very low response rates 
and related to complaints involving life 
changing incidents.  One such case 
affected a parent with dementia whose 
children had been accommodated. 

 Response rates remain extremely low. 
Where such personal and complex 
complaints have not been upheld by the 
Council, the complainant/service user is 
unlikley to view the process or 
experience as positive. From the 
supporting comments received it is 
reasonable to conclude the responses 
are inconsistent and may not offer an 
accurate reflection of customer 
satisfaction relating to the complaint 
process. 

Social Work is in the process of: 

 Promoting and supporting the 
completion of the e-learning complaints 
module for home care and care homes 
staff (large staff population with 
limited/no access to ICT).  

 Incorporating additional complaint 
management material in our Complaint 
Investigating Officer training 
 

 Focusing on reporting prevalence of 
complaints and learning generated from 
dissatisfaction with professional contact, 
communication and interaction. 

 

 



Complaints Management 2014/15 June 2015           12 

Indicator 7 Customer Services complaints customer satisfaction survey results 

 % of customers fairly or 
very satisfied 

Q3 14/15 Q4 14/15 

Being able to deal directly with someone who could help you 36% 27% 

Someone took responsibility for your complaint 50% 40% 

Being given information that was easy to understand 46% 40% 

Being given all the information you needed 43% 33% 

Being kept up to date with progress 36% 27% 

How well the staff did their jobs 29% 40% 

Being treated fairly 29% 40% 

The time taken to deal with your complaint from start to finish 29% 40% 

The final outcome 50% 53% 

 

 

 

 

 

 

 

 

Analysis and action 

 Customer Services started surveying their 
customers in quarter 3.  The survey is 
conducted via email (SfC and H&SC both 
use telephone). 

 Areas for improvement include: 

 Being able to deal directly with 
someone who can help 

 Being kept up to date with progress 

 Being given all the information  

 Actions taken include: 

 

 Customer Services Complaints User 
Group has been launched to share 
good practice within service area. 

 

 Raising awareness on common 
complaint themes to teams on a weekly 
and monthly basis. 

 

 Improved complaint handling skills 
through the implementation of the new 
Non Domestic Rates complaints 
automated procedure. 

 

Council Tax and Benefits - Inbound 
telephone calls from customers wishing 
to complain is being improved by 
streamlining this part of the service. 
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Indicator 8: learning from complaints   

Outline Indicator status  

We have a clear commitment to listen to our customers and act on their feedback. Learning from complaints is a continuous 

process that helps us to resolve common complaints and improve the services we provide. This section provides some examples of 

ways in which complaints have resulted in changes to the way we work over the past year. 

Not applicable 

 

Indicator 8    

Council wide – corporate complaints management group  
 

 Service leads working together to share best practice, address shared issues and recommendations from the SPSO. 
 

 Analysis of common complaints to target improvements effectively and efficiently. 
 

 Implementation of the revised Unacceptable Action Policy – to help staff deal with difficult situations and de-escalate problems before they reach 
an unacceptable level. 
 

 Staff and Management briefings on the 2-stage complaints procedure and the Unacceptable Actions Policy. 
 

 Quality assurance – provided by Governance Service for all SPSO complaints, ensuring a consistent approach as well as monitoring 
recommendations made by the SPSO for service improvements. 
 

 New CRM (Oracle Right Now) – project team working closely with the Corporate Complaints Management Group to ensure the smooth 
implementation of the new CRM for recording and reporting on complaints. 
 

Corporate Governance 

 Customer Service Complaints User Group launched to share good practice within service area. 
 

 Raising awareness on common complaints themes to teams on a weekly and monthly basis. 
 

 Improved complaint handling skills through the implementation of the new Non Domestic Rates complaints automated procedure. 
 

 Council Tax and Benefits - Inbound telephone calls from customers wishing to complain is being improved by streamlining this part of the service. 
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Social Work (Health and Social Care / Children and Families) 

 “Knowing Your Customer” forms introduced by Business Services for completion in partnership with service users. 
 

 Improved responsiveness to complaints through better coordination and enforcement of the 2-stage procedure for the Practice Team. 

 

 Improved record keeping and communications with relatives of residents during periods of illness, medical treatment and hospital admission. 
 

 Improved guidance and staff briefings, such as dealing with medical emergencies and improved guidance for parents about the Looked After and 
Accommodated Children procedures. 
 

 

Children and Families (Education) 

 Equalities policy reviewed, addressing equalities awareness amongst staff and identified appropriate training for Senior Managers. 

 

 

Services for Communities  

 Successful implementation of Confirm works management system to Waste Services – this identifies and delivers improvements in missed bin 
management via mobile devices and allows real time status updates between staff and customers. 
 

 Community Waste – specific policy introduced to manage repeat complaints and to highlight these for further investigation.  New process in place to 
investigate the root cause of missed collections and to amend routes to address these issues. 

 

 Stair cleaning – monthly meetings held with contractors to review complaints and develop action plans to address these. Improved communication 
between stair cleaning team and neighbourhood offices to identify underlying issues. 
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Top sources of complaints about Council services   

Outline Indicator status  

Below are the top five areas of complaints about Council services between October and December 2014. Not applicable  
 

Top five sources of complaints about Council services  Analysis and action  

 

 13382 complaints were closed off during the 
year. 

 58% (7818) of these complaints related to 
waste.  As noted earlier in this report, actions 
are in place to train staff and update the 
Confirm system for recording and managing 
complaints in line with the Council’s 
complaints procedure. 

 Customer Services accounted for the second 
highest number of complaints 883 (7%). 
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Ombudsman (SPSO) complaints received comparison with whole sector   

Outline Indicator Status  

This section shows complaints to the ombudsman by subject in 2013/14, comparing the City of Edinburgh 

Council with percentages across all Scottish councils.  Please note, 2014/15 figures will be made available by 

the SPSO in October 2015. 

Not applicable  
 

SPSO complaints by subject, compared to Scottish council average  Analysis and action  

 

 Figures are taken from the SPSO’s 2013/14 
local government complaints report. 

 The SPSO will be releasing the 2014/15 data in 
October 2015. 

 Business Intelligence represents the Council at 
the Scottish Complaints Handlers Network.  This 
is where Scottish Local Authorities and the 
SPSO meet to benchmark complaints 
management and share best practice. 
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Management of ombudsman complaints and liaison 

 
The Governance Service provides the Council with a single point of contact for all ombudsman complaints.  This ensures that they are recorded accurately, responses 

are quality checked before being submitted, and recommendations from the ombudsman are actioned and monitored.  
 

 
15 complaints were received from the SPSO for the last quarter** of 2014/15.  

Service Area 
No of SPSO Complaints 

Q4 (Jan-Mar) 

Property Conservation (Corporate Governance) 7 

Planning & Building Standards (SfC) 2 

Community Protection (SfC) 1 

Edinburgh Building Services (SfC) 1 

Shared Repairs Service (SfC) 1 

South Neighbourhood (SfC) 1 

Waste Services (SfC) 1 

Multi-service - City Centre/Leith Neighbourhood and Edinburgh Building Services (SfC) 1 
 

Recommendations received from the SPSO, in the last quarter**, as a result of customer complaints are listed below. These are being addressed by the service areas 
and results will be reported back to the SPSO. 

1. Conduct further training on report writing (Planning & Building Services) 

2. To provide the customer with a full explanation for the reasons why further works (and associated costs) were required and why it was not considered 
necessary to issue a further Statutory Notice; and 

To make a full formal apology for failures in this matter and add weight to the apology by considering waiving the administrative costs associated with 
the works. (Property Conservation) 

3. To apologise to the customer (Waste Services) 

 

**SPSO data is only available for the last quarter of 2014/15 due to a change in the way SPSO complaints are processed and managed. 




