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	AGENDA ITEM 16   REPORT No HLH 21/11

	REPORT TO BOARD OF DIRECTORS  
	


Survey of Performance and Attitudes 2011 and Performance Reporting
Report by Chief Executive

	Summary
This report provides an extract of the results of The Highland Council’s Survey of Performance and Attitudes 2011 which relates to the services provided by High Life Highland; Provides a summary of the performance indicators which the Council requires High Life Highland to report on as specified in the Service Delivery Contract (SDC); Outlines the need for future performance reporting to support the management of the services delivered by High Life Highland.

It is recommended that Directors note:-
i. the very positive feedback received in the 2011 survey in relation to satisfaction rates and the importance people place on services provided by High Life Highland in Appendix A;

ii. performance indicators which are required by The Highland Council contained in Appendix B; and 

iii. that future performance reporting will be developed to assist staff, managers and the Board to manage and monitor company performance against the business plan and that this will be presented to the 22 March 2012 meeting. 
  


	1.
	Background


	1.1 
	There are a number of reasons for performance management, monitoring and reporting being of importance to High Life Highland (HLH):

i. To inform and monitor future business planning activity;

ii. Staff, managers and the board require information on which to judge the performance of the company and take corrective action and make service improvements;

iii. It helps inform financial decisions;
iv. performance reporting is a requirement of the SDC with The Highland Council; and
v. The Highland Council reports performance indicators as KPIs (Key Performance Indicators) to, for example: the Scottish Government and the Chartered Institute of Public Finance Accountants (CIPFA).

	
	


	2.
	The Highland Council’s Survey of Performance and Attitudes 2011


	2.1
	The Highland Council carries out an annual survey of performance and attitudes. The survey was carried out by the University of the Highlands and Islands and assesses: user satisfaction rates; service use; and public views on the importance of services. Some of the information in it which relates to services provided by High Life Highland is in Appendix A.

	
	

	2.2
	For all five areas reported on, user satisfaction rates increased between 2010 and 2011 with increases ranging from of 9% to 20%. Of particular note is what the survey report said about libraries: 

“These figures result in a net satisfaction rate of 89% - a remarkable rating and the highest accorded any of the services at any time in these performance surveys. The 89% rating is a substantial increase on the 78% of last year which in turn was a major increase on the 65% in 2009. By categories of respondents, satisfaction ratings right across the board are very high.”

	
	

	2.3
	The survey assessed the percentage of the population who used services and for HLH between 1 April 2010 and 31 March 2011 use ranged from 21% to 59%.

	
	

	2.4
	Respondents were invited to rank in order the 5 services from the list of 41 in the survey they regarded as being the most important to them. For services delivered by High Life HighlandHLH, the highest was ranked 7th with the lowest being ranked 30th.

	
	

	2.5
	Directors are invited to comment on the very positive feedback which was received in relation to satisfaction rates and the importance people place on services provided by HLH.

	
	

	3.
	Service Delivery Contract (SDC) with The Highland Council



	3.1
	The contract monitoring requirements in the SDC with The Highland Council fall into three areas:

i. Service Aims, Priorities and Delivery Channels - which describe the services to be provided;

ii. Facility and Non Facility Based Staffing Resources in each Associated School Group (ASG) – which specifies opening hours of buildings and staffing levels required by The Highland Council. These have been set at the level provided by the Council prior to 1 October 2011; and  
iii. Public Performance Reporting – which specifies the performance indicators The Highland Council requires High Life Highland to report.

	
	

	3.2
	Appendix B contains the performance indicators in the SDC. These have been listed from the Council’s strategic documents (e.g. the Single Outcome Agreement with the Scottish Government and the Education, Culture and Sport Service Plan). Previous reporting has been relatively general with some specifics.


	4. 
	Future Performance Reporting

	
	

	4.1
	In the future staff, managers and the board will require more detailed and targeted information. This will develop over time and examples include:

i. Performance against business plan targets;

ii. User numbers, tracking changes;

iii. Retention and attrition rates with trends;

iv. Levels of provision (e.g. courses, classes, activities)

v. Topical reports such as: Youth Work; Libraries; effect of High Life on individual facility performance; performance of services after improvements in programming; etc.

	
	

	4.2
	Directors are advised that future performance reporting will be developed to assist staff, managers and the Board to manage and monitor company performance in the future.

	
	


	Recommendation

It is recommended that Directors note:-
i. the very positive feedback received in the 2011 survey in relation to satisfaction rates and the importance people place on services provided by High Life Highland in Appendix A;

ii. performance indicators which are required by The Highland Council contained in Appendix B; and 

iii. that future performance reporting will be developed to assist staff, managers and the Board to manage and monitor company performance against the business plan and that this will be presented to the 22 March 2012 meeting. 
  


Signature:

Designation:
Chief Executive
Date:

10 October 2011
Appendix A – Information from The Highland Council’s Survey of Performance and Attitudes 2011 relating to services delivered by High Life Highland 
1. Introduction

In August 2011, the Highland Council published a report on entitled “Survey of Performance and Attitudes 2011” which was carried out on its behalf by the University of the Highlands and Islands. The report assess: user satisfaction rates; use; and public views on the importance of services. It does not analyse the reasons behind the ratings for services.

The survey report includes five services which are delivered by High Life Highland as follows: 

	Facilities

1. Swimming Pools

2. Other Sports Facilities


	Libraries


4. Libraries



	Culture

3. Museums


	Adult and Youth Services


5. Community Learning/Adult Education


2. User Satisfaction

For all five areas reported on, user satisfaction rates increased between 2010 and 2011. The High Life Highland information is summarised below. 

Table 1 - user satisfaction rates

	Ranking (out of 41 Council services)
	2011 Satisfaction Rate
	2010 Satisfaction Rate

	1st Libraries
	89%
	78%

	7th Museums
	79%
	59%

	9th Other Sports Facilities
	72%
	52%

	18th Swimming Pools
	63%
	53%

	24th Community Learning/ Adult Education
	41%
	32%


These satisfaction rates are high and the increases are significant, ranging from 9% to 20%. 

The full ranking order of services covered in the survey is in table 4. 

3. Service Use

This area of the survey highlighted the percentage of the population had used a service between 1 April 2010 to 31 March 2011. The percentage use for services provided by High Life Highland is below with the full listing in table 5:

Table 2 – service use

	Ranking (out of 41 Council services)
	Respondents indicating they used the service between 01 April 2010 and 31 March 2011

	11th Libraries
	59%

	14th Swimming pools
	39%

	15th Museums
	38%

	19th Other sports facilities
	31%

	24th Community learning/adult education
	21%


4. Importance of Services

Respondents were invited to rank in order the 5 services from the list of 41 they regarded as being the most important to them. The percentage use for services provided by High Life Highland is below. Table 6 shows the full list. 

Table 3 – importance of services

	Ranking (out of 41 Council services)
	2011 
% 
	2010 % 
	2009 
% 
	2008 % 
	2007 % 

	7th Libraries 
	18 
	22 
	13 
	13 
	12 

	8th Swimming pools 
	16 
	18 
	15 
	14 
	11 

	12th Other sports facilities 
	11 
	12 
	14 
	13 
	13 

	29th Community learning/adult education 
	4 
	5 
	5 
	5 
	4 

	30th Museums 
	4 
	5 
	2 
	2 
	3 


Table 4 – Ranked order of satisfaction rates by service. 

Views on The Highland Council’s Services: The Net Satisfaction Rate 

	Service 
	2011 
% 
	2010 
% 
	2009 
% 
	2008 
% 
	2007 
% 

	Libraries 
	89 
	78 
	65 
	62 
	61 

	Council Service Points 
	83 
	74 
	72 
	70 
	68 

	Walking routes e.g. Great Glen Way 
	83 
	77 
	56 
	56 
	57 

	Payment of Council Tax 
	82 
	78 
	72 
	72 
	66 

	Public Parks and other open spaces 
	82 
	63 
	48 
	45 
	43 

	Registrars for Births, Deaths & Marriages 
	80 
	74 
	54 
	59 
	59 

	Museums 
	79 
	59 
	35 
	36 
	34 

	Refuse/bin collection 
	73 
	74 
	72 
	73 
	70 

	Other sports facilities 
	71 
	52 
	33 
	34 
	32 

	Countryside ranger service 
	71 
	61 
	39 
	36 
	40 

	Street lighting 
	69 
	63 
	58 
	53 
	51 

	Burials and cremations 
	68 
	63 
	41 
	45 
	45 

	Recycling facilities 
	66 
	61 
	57 
	48 
	42 

	Cycling paths 
	66 
	36 
	19 
	28 
	22 

	Pre-school services 
	65 
	63 
	38 
	37 
	39 

	Primary education 
	64 
	74 
	49 
	56 
	50 

	Secondary education 
	63 
	60 
	39 
	44 
	40 

	Swimming pools 
	62 
	53 
	40 
	37 
	37 

	School meals 
	60 
	45 
	28 
	31 
	27 

	Environmental Health Service 
	53 
	33 
	23 
	23 
	21 

	Breakfast and after school clubs 
	46 
	28 
	7 
	11 
	11 

	School transport 
	45 
	51 
	31 
	33 
	29 

	Trading Standards 
	42 
	38 
	19 
	20 
	19 

	Community learning/adult education 
	41 
	32 
	20 
	26 
	23 

	Public conveniences 
	38 
	18 
	1 
	4 
	-5 

	Street cleaning 
	37 
	30 
	30 
	25 
	16 

	Services to protect children from harm 
	36 
	24 
	14 
	18 
	12 

	Advice on Benefits 
	34 
	20 
	18 
	18 
	16 

	Residential homes for disabled/elderly people 
	32 
	11 
	6 
	4 
	-1 

	Housing information and advice 
	30 
	18 
	12 
	14 
	14 

	Dealing with flooding 
	28 
	21 
	19 
	11 
	6 

	Community Occupational Therapy 
	28 
	17 
	8 
	10 
	10 

	Economic development / business support 
	27 
	10 
	3 
	3 
	-3 

	Home care services 
	25 
	23 
	14 
	10 
	16 

	Services to protect adults at risk from harm 
	25 
	18 
	n/a 
	n/a 
	n/a 

	Pavement maintenance 
	8 
	6 
	3 
	-7 
	-7 

	Planning for future land use (Local Plan) 
	4 
	-9 
	-9 
	-5 
	-12 

	Planning applications and building warrants 
	2 
	-4 
	-3 
	-6 
	-7 

	Winter road maintenance 
	-9 
	-23 
	-3 
	-2 
	-1 

	Services to reduce youth offending 
	-9 
	-27 
	-27 
	-27 
	-35 

	Road repairs and pot holes 
	-55 
	-57 
	-50 
	-55 
	-53 


Table 5

	SERVICES 
	Percentage of Respondents indicating they used the service between 1st April 2010 to 31st March 2011
%

	Refuse/bin collection 
	93

	Recycling facilities 
	91

	Road repairs and pot holes 
	90

	Winter road maintenance 
	88

	Street cleaning 
	82

	Street lighting 
	81

	Pavement maintenance 
	80

	Public Parks and other open spaces 
	68

	Payment of Council Tax 
	67

	Public conveniences 
	61

	Libraries 
	59

	Council Service Points 
	44

	Dealing with flooding 
	40

	Swimming pools 
	39

	Museums 
	38

	Walking routes e.g. Great Glen Way 
	37

	Planning applications and building warrants 
	32

	Planning for future land use (Local Plan) 
	31

	Other sports facilities 
	31

	Cycle paths 
	30

	Environmental Health Service 
	23

	Registrars for Births, Deaths and Marriages 
	22

	Secondary education 
	22

	Community learning/adult education 
	21

	Countryside ranger service 
	21

	Primary education 
	20

	School meals 
	19

	Burials and cremations 
	19

	Trading Standards 
	19

	Council housing information and advice 
	17

	Economic development / business support 
	16

	School transport 
	16

	Home care services 
	16

	Residential homes for disabled/elderly people 
	16

	Advice on Benefits 
	15

	Pre-school services 
	14

	Community Occupational Therapy 
	14

	Services to protect adults at risk of harm 
	13

	Services to protect children from harm 
	12

	Services to reduce youth offending 
	11

	Breakfast and after school clubs 
	10

	


Table 6 - Importance of Services

Respondents were invited to rank in order the 5 services from the list of 42 they regarded as being the most important to them. The table below reveals the percentage of the overall sample which has selected these services as being in their top 5. 

Table - Importance of Services: Appearance in Respondents’ Top Five 

	Services 
	2011 
% 
	2010 % 
	2009 
% 
	2008 % 
	2007 % 

	Road repairs and pot holes 
	63 
	48 
	49 
	46 
	47 

	Winter road maintenance 
	54 
	49 
	42 
	40 
	41 

	Refuse/bin collection 
	50 
	45 
	42 
	38 
	40 

	Recycling facilities 
	39 
	37 
	34 
	37 
	35 

	Primary education 
	24 
	27 
	22 
	24 
	23 

	Secondary education 
	20 
	23 
	20 
	18 
	17 

	Libraries 
	18 
	22 
	13 
	13 
	12 

	Public Parks and other open spaces 
	17 
	16 
	14 
	16 
	12 

	Swimming pools 
	16 
	18 
	15 
	14 
	11 

	Street cleaning 
	16 
	14 
	17 
	19 
	17 

	Pavement maintenance 
	15 
	12 
	14 
	17 
	14 

	Other sports facilities 
	11 
	12 
	14 
	13 
	13 

	Public conveniences 
	10 
	7 
	8 
	7 
	8 

	Home care services 
	9 
	11 
	6 
	7 
	9 

	Council Service Points 
	9 
	8 
	13 
	11 
	11 

	Street lighting 
	9 
	8 
	9 
	10 
	9 

	Services to protect children from harm 
	8 
	11 
	8 
	10 
	12 

	Planning for future land use (Local Plan) 
	8 
	9 
	9 
	12 
	12 

	Residential homes for disabled/elderly people 
	8 
	14 
	10 
	10 
	13 

	Cycle paths 
	8 
	8 
	10 
	9 
	6 

	Walking routes e.g. Great Glen Way 
	8 
	8 
	7 
	7 
	7 

	Payment of Council Tax 
	8 
	7 
	11 
	9 
	9 

	Pre-school services 
	7 
	7 
	7 
	7 
	8 

	Planning applications and building warrants 
	6 
	8 
	8 
	9 
	10 

	Housing information and advice 
	5 
	4 
	3 
	3 
	2 

	School transport 
	5 
	7 
	6 
	6 
	5 

	School meals 
	4 
	4 
	5 
	6 
	6 

	Services to protect adults at risk of harm 
	4 
	5 
	n/a 
	n/a 
	n/a 

	Community learning/adult education 
	4 
	5 
	5 
	5 
	4 

	Museums 
	4 
	5 
	2 
	2 
	3 

	Dealing with flooding 
	4 
	4 
	4 
	5 
	6 

	Advice on Benefits 
	4 
	3 
	7 
	6 
	6 

	Services to reduce youth offending 
	3 
	5 
	8 
	9 
	10 

	Environmental Health Service 
	3 
	5 
	4 
	3 
	4 

	Economic development / business support 
	3 
	3 
	3 
	2 
	3 

	Community Occupational Therapy 
	2 
	3 
	3 
	2 
	3 

	Countryside ranger service 
	2 
	3 
	1 
	2 
	1 

	Registrars for Births, Deaths and Marriages 
	1 
	1 
	2 
	2 
	1 

	Breakfast and after school clubs 
	1 
	3 
	3 
	3 
	4 

	Burials and cremations 
	1 
	2 
	2 
	2 
	2 

	Trading Standards 
	1 
	1 
	2 
	1 
	1 


Appendix B
Service Delivery Contract Schedule Part 2 – Public Performance Reporting

The Service Provider will be required to contribute to the achievement of the Authority’s aims and objectives in the delivery of the PSO services outlined in Part 1, as set out in the following strategic documents.  

i) Single Outcome Agreement

ii) Strengthening the Highlands

iii) Corporate Plan

iv) ECS Service Plan

v) Children’s Plan

vi) National Statutory Performance Indicators for Community Learning and Leisure Services. 

The following Performance Indicators have been extracted from each document to summarise the performance standards and performance reporting requirements to be met by the Service Provider in providing the PSO Services. All reports referred to in the Performance Indicators shall be supplied to the Authority in each quarter and the Service Provider shall in addition to the reports referred to in the Performance Indicators provide to the Authority such further information as the authority may reasonably require to enable the Authority to monitor, verify and audit the achievement of the performance standards by the Service Provider.  As each corporate document is reviewed and updated by the Authority, the Performance Indicators attributable to the Service Provider will be amended in accordance with the Change Control Procedure in Part 4.

	Service
	Performance Indicator



	Adult learning
	1. Maintain the Highland Adult Literacy Partnership;

	
	2. Contribute to the delivery of the Highland Literacy and Numeracy Plan;

	
	3. Develop new ways of supporting adult learners;

	
	4. Increase the number of courses and classes run or supported by the Authority to support lifelong learning;

	
	5. Provide a range of courses, classes and support to contribute  to the delivery of English as a second or other language (ESOL) services;

	
	6. Increase opportunities for Adult Literacy Learners and take up by 10%;

	
	7. Ensure that  10% of adult literacy learners move to positive destinations;

	
	8. Increase the number of new learners supported with English language tuition 1154 by 2011;

	
	9. Contribute to increasing the number of inward migrants and their families who have limited English language who have settled in the Highlands to 302.

	Archives
	1. Contribute to the delivery of the Authority’s Archives and Records Management Strategies;

	
	2. Contribute to the delivery of the Authority’s policies and strategies in cultural services/archives.

	Arts
	1. Report on the number of opportunities taken up to enjoy arts, sport and cultural activities;

	
	2. Contribute to the delivery of the Authority’s policies and strategies in cultural services.


	Service
	Performance Indicator



	Leisure facilities
	1. Contribute to the delivery of the Authority’s Community Facility Strategy including a review of Authority leisure facilities;

	
	2. Report on the number of attendances per 1,000 population for pools;

	
	3. Report on the number of attendances per 1,000 population for other indoor sports and leisure facilities, excluding pools in a combined complex;

	
	4. Report on the cost / attendance figures for sports facilities;

	Libraries
	1. Contribute to the delivery of the Authority’s Library and Information Services Policy;

	
	2. Achieve 65% of the national target met for replenishing lending stock for adults;

	
	3. Achieve 67.5% of the national target met for replenishing lending stock for children and teenagers;

	
	4. Report on the number of borrowers expressed as a percentage of resident population;

	
	5. Report on the number of visits to Authority libraries per 1,000 population;

	
	6. Increase the number of times Access Point terminals are used per 1000 population;

	
	7. Increase dwell time on Am Baile website;

	
	8. Maintain 25% of the resident population as library borrowers;

	
	9. Report on the cost / visit.


	Service
	Performance Indicator



	Museums
	1. Report on the number of real and virtual visits to/usages of Authority funded or part funded museums per 1,000 population;

	
	2. Report on the number of visits to in person of Authority funded or part funded museums that were in person per 1,000 population;

	
	3. Contribute to the delivery of the Authority’s policies and strategies in cultural services/Museums;

	
	4. Report on the cost per visit / usage in person;

	
	5. Report on the cost per visit / usage.

	Outdoor education
	1. Achieve an annual increase in the users of the Badaguish outdoor education residential base

	Sport
	1. Increase the cardiovascular fitness of boys in primary 7;

	
	2. Increase the cardiovascular fitness of girls in primary 7;

	
	3. Increase in the number of boys participating in shinty to 1635;

	
	4. Increase in the number of girls participating in shinty to 938;

	
	5. Contribute to the delivery of Your Choice to Healthy Living Implementation Plan;

	
	6. Contribute to the delivery of the Authority’s Physical Activity and Sport Strategy;

	
	7. Maintain 1000 accredited awards for volunteers in sports leadership.


	Service
	Performance Indicator



	Youth work
	1. Contribute to the delivery of the Youth Work Strategy;



	
	2. Contribute to the delivery of the Youth Work Plan;



	
	3. Maintain a Youth Worker presence in every Associated School Group;



	
	4. Sustain the post of Youth Convenor;



	
	5. Deliver successful Youth Voice elections annually supported by HYV Executive Meetings;



	
	6. Enable all secondary school pupils to have access to the National Entitlement Card (NEC);



	
	7. Achieve integration of smart card functionality;



	
	8. Through the posts of Youth Convenor and Youth Workers continue to engage with young people and take the lead on giving them a voice in decisions that affect them;



	
	9. Maintain the number of children and young people taking part in recognised leadership and achievement awards.




