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Performance Report - Report by Chief Executive
	Summary
This report proposes the actions to be common across the operational plans of all areas of work, for the year 2015-15. 
It is recommended Directors:-
i. comment on and approve the actions to be common across the operational plans for all areas of work contained in  Appendix A; and

ii. note that the development of the detail specific to each area of work is ongoing and will be presented to Directors at the April 2014 meeting.
  


	1. 


	Business Plan Contribution



	1.1
	This report supports all the Business Outcomes from the High Life Highland (HLH) Business Plan and will provide an overview of the Company:

1.
A growing company 
2.
A positive company image
3.
Delivery of the contract with THC

4.
Increased awareness of our products and services

5.
Increased customer satisfaction

6.
Increased financial sustainability

7.
Increased internal collaboration

8.
Increased staff satisfaction

9.
Safety & environmental compliance


	2.
	Background



	2.1
	The company’s Business Plan covers the period 2012-15. Whilst the main section of the Plan covering HLH’s purpose, aims, business outcomes and governance structures remains valid for the life of the Plan, the operational plans section is updated annually.  The purpose of this section is to describe at high level, the actions to achieve the agreed business outcomes.   At a level below the operational plans, each area of work then develops detailed workstreams to deliver each action.


	3. 
	Proposed Actions Common Across all Areas of Work


	3.1
	The proposed actions to be common across the operational plans for all areas of work are contained in Appendix A.  At this stage they are a work in progress and Directors’ comments are welcomed to help shape their final form.  There are a greater number of common operational plan actions than in the previous plans. The reason for this is that as the company has developed strategies and areas of work such as the marketing plan; the work being carried out on the prevention agenda; the volunteering policy, so has the need for each area of work to contribute to these priorities.  This direction of travel  also reflects the ongoing drive of the Senior Management Team to ensure closer working between  all areas of work. 

 

	3.2
	Further specific actions for each area of work are still under development and will be added to the agreed common actions and presented in full to Directors at the April 2014 meeting.


	3.3
	Directors are  asked to comment on and approve the actions to be common across the operational plans for all areas of work. Once finalised, the managers responsible for the nine areas of work will develop detailed work streams against each of the actions as well as further actions specific to that section.


	4.
	Implications


	4.1


	Resource Implications – The operational plans take into consideration the budget available, income targets and staffing allocations.


	4.2


	Legal Implications - there are no new legal implications arising from the recommendations of this report.



	4.3


	Risk Implications - there are no new risk implications arising from the recommendations of this report.  The risk management system will be used should the delivery of any of the Operational Plan items result in new risks being identified.


	Recommendation

It is recommended Directors:-

i. comment on and approve the actions to be common across the operational plans for all areas of work contained in  Appendix A; and

ii. note that the development of the detail specific to each area of work is ongoing and will be presented to Directors at the April 2014 meeting.
  


Signature:

Designation:
Chief Executive
Date:

13 February 2014

COMMON ACTIONS – TEMPLATE WITH SAMPLE SERVICE WORK STREAMS

KEY

e.g. Principal Adult and Youth Services Manager – PAYSM

etc.

	Business Outcome


	Operational Plan Action


	Service Work Stream
	Date
	Lead 
	RAG

	1. A growing company
	C 1.1 Review the opportunities to introduce training courses run by HLH staff.


	1. Identify the skills and qualifications held by service staff;

2. Identify opportunities to deliver training course by HLH staff;

3. Identify opportunities to organise and host training courses run by external tutors.


	
	
	

	
	C 1.2 Review opportunities to add joint NHS initiatives and promotions to service programmes.


	1. Integrate the health improvement role of HLH across all services; 

2. Identify opportunities to introduce health improvement training for HLH staff;

3. Identify services within the NHS that connect with the programmes or activities offered by HLH facilities;

4. Identify opportunities to add new or enhanced services in HLH facilities in partnership with the NHS.


	
	
	

	
	C 1.3 Identify opportunities for HLH services to contribute to the Prevention Agenda.


	1. Review developments reported to SMT meetings to identify potential connections with leisure facility service development.
	
	
	

	
	C 1.4 Identify opportunities to develop new services in partnership with external organisations.


	1. Review developments reported to SMT meetings to identify potential connections with leisure facility service developments.
	
	
	

	2. A positive company image
	C 2.1 Ensure all staff are aware of and seek to reinforce HLH corporate aspirations to be ‘The leading organisation in the Highland area for the development and promotion of opportunities in culture, learning, sport, leisure, health and wellbeing”.
	1. Ensure that this message is incorporated into CEO roadshows;

2. Incorporate this message into staff training sessions;

3. Highlight to staff occasions and examples of when their work has contributed to this aim;

4. Ensure that documents carrying this message and the company corporate objectives are available for staff;

5. Maximise on the opportunities to reinforce this message during Board area visits.
	
	
	

	
	C 2.2 Ensure all staff are aware of and seek to reinforce service specific positioning statements.


	1. Arrange sessions to ensure that the service management team understands their statement and its application;

2. Ensure that the statements within the M&C Plan make sense to the service managers and their use is translated into service delivery;

3. Incorporate sessions to review service positioning into Leisure Manager training sessions;

4. Encourage LMs to cascade training in these messages to all staff;

5. Identify examples to encourage staff to understand and reinforce their service’s positions.


	
	
	

	
	C 2.3 Ensure all staff are aware of and seek to communicate HLH-wide and service specific key messages at all times.


	1. Arrange sessions to ensure that the service management team understands their messages and application;

2. Ensure that the messages within the M&C Plan make sense to the service managers and their application translated into service delivery;

3. Incorporate sessions to review service key messages into Leisure Manager training sessions;

4. Encourage LMs to cascade training in these messages to all staff;

5. Identify examples to encourage staff to understand and reinforce their service’s key messages.


	
	
	

	
	C 2.4 Implement the annual communications plan and ensure staff are aware of how to contribute to and follow the plan.


	1. Arrange training session on communications plan with leisure management team;

2. Identify actions that can be cascaded to managers and site staff;

3. Ensure that all actions initiated are followed through.
	
	
	

	
	C 2.5 Ensure that each of the nine service areas feed information to the Marketing and Communications Manager so that Directors are appraised of opportunities to promote HLH key messages.


	1. Work with SMT to identify opportunities to engage Directors in communication of work of HLH;

2. Arrange social media training for Directors;

3. Arrange for Directors to use HLH social media channels to communicate agreed messages.


	
	
	

	
	C 2.6 Ensure all staff wear something which identifies them as a member of HLH staff.


	1. Agree uniform range;

2. Issue tender to select supplier;

3. Ensure all staff are supplied with appropriate uniform;

4. Ensure all staff wear agreed uniform from the range.


	
	
	

	3. Delivery of the contract with THC
	C 3.1 Gaelic Plan action 1.2.5: Liaise with HLH to include Gaelic options in the SAP.


	1. Assess demand for Gaelic activities during the summer in each ILC area;

2. Organise the activities as part of the normal SAP planning process;

3. Liaise with the Council’s Gaelic Development Manager to assess any additional demand and / or provision required.


	
	
	

	
	C 3.2 Gaelic Plan action 3.2.6: Work with HLH and others to raise the profile of and increase the use of visibility of Gaelic within HLH and Council supported visitor attractions, leisure facilities, museums, archive centres and events.


	1. Incorporate the promotion of Gaelic language and culture into the Marketing and Communications Plan;

2. Ensure the integration of Gaelic into all HLH promotional print;

3. Ensure the inclusion of Gaelic on all HLH internal and external facility signage;

4. Ensure the inclusion of Gaelic on all HLH electronic promotional material;

5. Ensure the inclusion of Gaelic on all promotional material designed by HLH.


	
	
	

	4. Increased awareness of our products and services


	C 4.1 Implement the use of the promotional toolkit for all HLH materials and identify other items in the promotional portfolio requiring new artwork or design to support the roll out of the HLH brand.


	1. Review the use of the toolkit for all services to ensure appropriate application;

2. Identify additional items for which new artwork is required and liaise with MCM to produce.


	
	
	

	
	C 4.2 Implement the agreed internal facility signage and display standards to ensure that the HLH brand is presented consistently and to the approved quality.


	1. Review the presentation of promotional material at each site to ensure appropriate application;

2. Set the colour schemes to be used in new developments or refurbishments.


	
	
	

	
	C 4.3 Maximise the use of electronic communication with customers through email, social media, electronic newsletters and the introduction of phase 2 of the website.


	1. Contribute to the specification to be issued for the development of the HLH digital media strategy;

2. Liaise with all services to ensure that the design and development of the strategy supports the aims of the Marketing and Communications Plan;

3. Contribute to the design and development of the HLH website;

4. Contribute to the design and distribution of the quarterly newsletter;

5. Continue to increase, improve and expand on the promotion of HLH services through social media channels;

6. Ensure that all staff are aware of and adhere to the HLH social media policy and guidance.


	
	
	

	
	C 4.4 Ensure that the HLH media protocol is known, understood and adhered to by all HLH staff.


	1. Ensure that agreed roles and processes are being followed;

2. Ensure that the trigger matrix is known and used appropriately by all staff.
	
	
	

	
	C 4.5 Contribute to the review of options to introduce ‘apps’ to promote HLH leisure services.


	1. Develop proposals to introduce ‘apps’;

2. Outline the proposals to staff and agree final versions;

3. Implement agreed plans.
	
	
	

	
	C 4.6 Review existing print arrangements with the MCM and agree the future requirements to ensure HLH material reaches its target audiences.


	1. Maximise on the use of the website, email addresses and the use of social media channels to reach target audiences;

2. Maximise on the use and application of the toolkit;

3. Minimise the use of printed material and major print runs;

4. Minimise the use of colour copying unless necessary for customer facing promotions;

5. Continue to review the costs and options for the SAP printed brochures.

 
	
	
	

	
	C 4.7 Input to the development of a range HLH merchandise for giveaways as part of promotional campaigns.


	1. Review the purchase and distribution of stock as required;

2. Identify cost effective options for specific promotional events as required.


	
	
	

	
	C 4.8 Actively promote and cross sell other HLH services to customers.


	1. Through the work of the HLH Senior Management Team, identify opportunities to connect the services provided by HLH to target audiences.
	
	
	

	
	C 4.9 Identify opportunities for HLH promotions and tie ins with partners.


	1. Highlight the opportunity to all staff to work in partnership with other organisations to promote HLH services.
	
	
	

	
	C 4.10 Identify content for promotional HLH presentations. 


	1. Identify existing material that may be used as part of promotional presentations;

2. Identify opportunities to capture new footage to be used.


	
	
	

	5. Increased customer satisfaction
	C 5.1 Introduce and reinforce the HLH culture of walking the job and the mindset of reviewing service delivery from the customer’s perspective.


	1. Programme a schedule of visits to each HLH facility in your service at least once a year;

2. Review each service area on a regular basis and at least once a year;

3. Look for and address any issues affecting customer satisfaction on each visit;

4. Be proactive in speaking to customers to find out about their visit or service experience on each occasion;

5. Organise culture training for all front line staff focussing on continuing improvements in customer care.


	
	
	

	
	C 5.2 Implement and manage the new HLH customer feedback and customer complaints systems.


	1. Develop a new HLH customer complaints system;

2. Develop the new HLH customer comments system;

3. Implement both systems;

4. Review the feedback from both systems each week;

5. Feed the information collected through to the HLH Board via agreed channels;


	
	
	

	
	C 5.3 Monitor, through a review of the system, that operational staff have the tools to respond positively to customer comments and to resolve complaints received.


	1. Check the service teams’ responses to the feedback received;

2. Identify occasions when staff have been unable to resolve issues raised;

3. Develop processes to remove barriers preventing resolution of issues raised;

4. Escalate problems to SMT to resolve and to implement new processes to avoid repetition of the same issues in the future;


	
	
	

	
	C 5.4 Introduce new services outwith HLH facilities in response to customer demand.


	1. Review existing programme to identify activities running under capacity;

2. Review customer feedback to highlight demand for new or additional activities;

3. Identify opportunities to introduce new classes or activities outwith HLH facilities;


	
	
	

	6. Increased financial sustainability
	C 6.1 Implement the use of the manpower planning model for all HLH facility based staffing establishments.


	1. Devise the model for each facility based on current operating hours and programme;

2. Work with the Finance Manager to check the costs associated with each staff subjective code for each facility;

3. Agree the cost centre and overall service budget with the Finance Manager based on the manpower models.


	
	
	

	
	C 6.2 Rationalise all facility based core staffing establishments to reflect the agreed manpower model for each facility.


	1. Identify any recruitment required to bring the staffing establishment in line with the model;

2. Prepare the paperwork required for HoS approval;

3. Proceed to recruitment once changes are approved by HoS.
	
	
	

	
	C 6.3 Ensure that each facility based cost centre within the budget matches the agreed manpower model for that site.


	1. Ensure that all SAL1 codings match the manpower model;

2. Review payroll on a monthly basis to ensure that the actual costs match budget projections;

3. Highlight any significant variations, their cause and initiate actions required to adjust the variances.


	
	
	

	
	C 6.4 Review public holiday and school holiday opening hours to propose new facility opening times based on user demand.


	1. Collate levels of use for previous year in advance of public holiday periods;

2. Based on demand, propose revised opening hours for facilities during holiday periods;

3. Take to HoS for approval;

4. Secure the approval of the Client Manager;

5. Implement the revised hours;

6. Notify customers and stakeholders of the temporary revision.


	
	
	

	
	C 6.5 Prioritise the capital programme on a ‘spend to save’ rationale.


	1. Work with the Principal Estates Manager to identify new developments that would generate additional income and / or achieve a reduced operating subsidy through a reduction in expenditure;

2. Present proposals to SMT;

3. If approved, add to the capital projects list.


	
	
	

	
	C 6.6 Identify opportunities to secure external investment in HLH facilities and services.


	1. Review capital projects list to identify external partners or sources of funding to contribute to the costs of each project;

2. Discuss proposed sources with HoS;

3. Follow up on opportunities as they arise.


	
	
	

	
	C 6.7 Review the option and cost of borrowing to invest in income generating ventures or projects.


	1. Identify an projects that may require this approach;

2. Work with the Finance Manager to identify options;

3. Prepare a Business Case for review by SMT before progressing;

4. Implement with the help of the Finance Manager if approved.


	
	
	

	
	C 6.8 Identify external funding sources that could be approached to support the delivery of HLH services and projects.


	1. Review capital projects list to identify external partners or sources of funding to contribute to the costs of each project;

2. Discuss proposed sources with HoS;

3. Follow up on opportunities as they arise;

4. Add any successful grant applications to the grant register.


	
	
	

	
	C 6.9 Roll out the incremental development of High Life as a membership package – adding value across the range of HLH services at regular intervals.


	1. Agree all of the benefits to be included within the core High Life package;

2. Devise the list of key membership benefit messages for card holders;

3. Create the umbrella promotional campaign for High Life.


	
	
	

	
	C 6.10 Set targets and implement the agreed work streams to maximise on the uptake of High Life membership.


	1. Review current levels of membership at each site;

2. Collate the demographic information for each area, including number of people and number of households in each area;

3. Account for any new developments planned for the facility;

4. Factor in any competing HL membership providers or private fitness operators in the area;

5. Set new membership targets for each facility based on the above;

6. Devise a promotional and sales plan for each site to reflect the increase required;

7. Work with the MCM to implement the promotional plan;

8. Monitor progress and adjust the plan as necessary.


	
	
	

	
	C 6.11 Maximise the opportunity to use retail sales to increase the level of income generated through the sale of goods at each facility and online.


	1. Review the opportunity to offer a range of goods for retail sale at each facility;

2. Identify a proposed range;

3. Tender for a supplier to ensure best prices, margins and supply arrangements;

4. Establish point of sale areas in each facility to maximise exposure;

5. Project the sales and cost of sales within each cost centre budget;

6. Review sales levels and margins as sales progress;

7. Adjust stock lines and margins as required to achieve target budgets.
	
	
	

	
	C 6.12 Maximise the opportunity to use vending or catering services at each facility to increase the income generated at each site.


	1. Review the opportunity to offer a range of goods for sale at each facility;

2. Identify a proposed range;

3. Tender for a supplier to ensure best prices, margins and supply arrangements;

4. Establish point of sale areas in each facility to maximise exposure;

5. Project the sales and cost of sales within each cost centre budget;

6. Review sales levels and margins as sales progress;

7. Adjust stock lines and margins as required to achieve target budgets.
	
	
	

	
	C 6.13 Devise and introduce the template for negotiating cash sponsorship.


	1. Devise sponsorship package for a range of price and partnership options;

2. Develop the benefits package for each option;

3. Identify potential sponsors to approach within each option;

4. Nominate individuals to follow up with agreed potential sponsors;


	
	
	

	
	C 6.14 Identify opportunities to work with commercial partners to improve or increase profitability.


	1. Identify projects that might be benefit from the involvement of a commercial partner;

2. Identify potential partners;

3. Develop the business case for the project;

4. Take the business case to SMT for discussion;

5. If agreed, approach the potential commercial partner;

6. If successful, devise a Concession Agreement to ratify the partnership.

 
	
	
	

	
	C 6.15 Identify opportunities to secure income through advertising.


	1. Devise an advertising package for a range of price and partnership options;

2. Develop the benefits package for each option;

3. Identify potential advertisers to approach within each option;

4. Nominate individuals to follow up with agreed potential advertisers.


	
	
	

	
	C 6.16 Identify opportunities to add value to HLH services through the introduction of contra deals with partners.


	1. Devise package for a range of price and contra deal options;

2. Develop the benefits package for each option;

3. Identify potential partners to approach with each option;

4. Nominate individuals to follow up with each option.


	
	
	

	7.Increased internal collaboration
	C 7.1 Review the opportunities to introduce cultural services into leisure facilities and vice versa.


	1. Through the PM meetings, highlight new service developments that may benefit from the involvement of more than one HLH service team;

2. Pilot opportunities to deliver services to customers from more than one HLH team;

3. Review success and developments possible and devise business case for roll out;

4. Take to SMT for approval;

5. Implement if agreed.


	
	
	

	
	C 7.2 Develop the business case to consider the option to establish the role of Programme Manager to review the services provided across HLH and to maximise on cross service collaboration.


	1. Develop the job purpose of this new role;

2. Identify the specific functions that the post holder would undertake;

3. Project the additional revenue that the activities of the post holder might generate;

4. Identify the costs of creating the post;

5. Identify options to second an existing HLH member of staff into this role;

6. Present to SMT for consideration.


	
	
	

	
	C 7.3 Maximise on cross service collaboration through the work of the strategic Prevention Agenda group.


	1. Identify opportunities for staff from different HLH services to work on joint projects;

2. Use the outcomes of the ‘You Time’ project to highlight the opportunities and benefits of cross service collaboration.
	
	
	

	
	C 7.4 Encourage all staff to read and to use the quarterly staff newsletter to increase in cross-service awareness and collaboration.


	1. Ensure staff have access to the newsletter;

2. Ensure staff have opportunity to highlight any proposals they have for new projects.
	
	
	

	8. Increased staff satisfaction


	C 8.1 Roll out the staff ‘induction’ pack explaining to all staff what HLH is, who we work for and the ambition of our company.


	1. Contribute to the development of the new HLH induction pack;

2. Issue the new pack to all staff;

3. Review the effectiveness of the roll out with all staff.

4. Develop a section or sections of the induction pac specific to each of the nine areas of work. 


	
	
	

	
	C8.2 implement a code of conduct for staff that encourages the role model behaviour required of HLH personnel at all levels.
	1. Work with HR to agree the code of conduct for all HLH staff;

2. Ensure that the code is cross referenced with the company grievance, disciplinary, harassment and child and vulnerable adult policies;

3. Advise the unions of the new code of conduct;


	
	
	

	
	C 8.3 Encourage access to and use of the HLHINFO and staff newsletters to communicate company developments, to reinforce and support cultural change, to acknowledge success and highlight achievements by HLH staff and volunteers.


	1. Devise the staff electronic newsletter and issue quarterly;

2. Channel staff and company successes to the Board through agreed channels;

3. Encourage use of the HLHINFO site by all staff;

4. Ensure all HLH staff not on email have access to the information on HLHINFO.
	
	
	

	
	C 8.4 Continue to use the HLH staff appraisal system to encourage two way feedback on performance and achievement of agreed outcomes.


	1. Ensure that all reviews are undertaken on appropriate dates and recorded on the system.
	
	
	

	
	C 8.5 Review the resources available to devise and implement a programme of staff training and development.


	1. Identify core training required for all HLH staff;

2. Identify service specific training required for service staff;

3. Split the training into essential and desirable;

4. Source the supply and costs of training;

5. Identify internal resources to support the delivery of the training;

6. Identify external funding that may be available to support the delivery of training; 

7. Arrange training as resources become available.


	
	
	

	
	C 8.6 Review opportunities to introduce new initiatives to enhance the health and wellbeing of HLH staff.


	1. Work with PMs to seek staff feedback on new ways to enhance the health and wellbeing of HLH staff;

2. Identify resources required to support new initiatives;

3. Identify internal and external funding that may be available to support new initiatives;

4. Present proposals to SMT for consideration;

5. Implement any actions approved.


	
	
	

	9. Safety and Environmental Compliance
	C 9.1 Monitor accidents and incidents, record any trends and action as appropriate.


	1. Ensure that the agreed HLH systems are in operation to record accidents and incidents;

2. Ensure that staff are trained in the use of the systems;

3. Ensure that staff on site are recording all accidents and incidents appropriately;

4. Review the entries made and identify any trends or corrective action required;

5. Ensure that the corrective action is implemented and recorded.


	
	
	

	
	C 9.2 Gather data on ‘near misses’ and check for trends.


	1. Ensure that the agreed HLH systems are in operation to record near misses;

2. Ensure that staff are trained in the use of the systems;

3. Ensure that staff on site are recording all near misses appropriately;

4. Review the entries made and identify any trends or corrective action required;

5. Ensure that the corrective action is implemented and recorded.


	
	
	

	
	C 9.3 Implement the findings of the annual health and safety audit.


	1. Review the findings of the audit;

2. Identify and implement corrective actions required;

3. Ensure actions are implemented;

4. Provide an update to Head of Performance once complete.


	
	
	

	
	C 9.4 Encourage a culture of personal responsibility for health and safety in all HLH staff and volunteers.


	1. Ensure that the health and safety policy is communicated through staff meetings;

2. Arrange health and safety training as required for the specific needs of the service;

3. Identify opportunities to improve health and safety on an ongoing basis.


	
	
	


