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and your part in it
HIGHLIGHTS DURING QUARTER 3 - OCTOBER2021 to DECEMBER 2021
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fit for 2024
HIGHLIGHTS DURING THE QUARTER - OCTOBER 2021 to DECEMBER 2021
Programmes & projects that will impact on performance

What is Confirm?
Confirm is an Infrastructure Asset Management System that 
allows us to capture and map our infrastructure assets (e.g. 
Roads, Bridges and Structures, Street Lighting) and detailed 
information about them.  It enables us to collect a rich history 
of their condition, any defects and the corrective work/repairs 
that have been undertaken or are required.  This consequently 
is used to inform strategic decisions around the current and 
future plans for the effective management and maintenance 
of these assets.

The Aims of the Project 
The project aims are to implement an Asset Management 
System that allows much better real-time information and 
ƛƴŎǊŜŀǎŜ {./Ωǎ capability for mobile working.

What will be the Benefits
Å Single source of information
Å Single view that can be shared across multiple individuals
Å Standardised business processes regardless of Locality.
Å Data rich view of our assets and their relative condition 

supporting more effective strategic decision making 
around their maintenance and management.

Å Ease of capture of data via handheld mobile devices.
Å Efficient recording of asset information and tasks on-site

Å Digital messaging to & from operatives ςremoving paper 
processes and need for return to base to base

Å Removal of duplication as operatives in the field have the 
ability to view assets, defects, enquiries and jobs in their 
vicinity

Å End to end digital enquiry ςupdating SBC customers 
directly

Å Easily accessible records of defects 
Å Easy identification of priority actions
Å Performance monitoring information readily available
Å Catalyst for further service improvements.

What has been achieved
Bridges
The project has set up over 1,250 Bridges and associated spans 
and mapped them. Digital processes are now in place to 
support the lifecycle management of these assets and these 
are now being inspected utilising mobile devices. 

Street Lighting
The project has set up over 21,000 Street Lighting assets and 
mapped them. There are digital processes for managing 
enquiries, inspecting, testing, and undertaking repairs. The 
project has enabled the use of mobile devices for Statutory 
Electrical Testing and undertaking fault repairs.

Roads
The project has set up over 6,600 assets and mapped them. 
The project has enabled the use of mobile devices for enquiry 
management allowing customer reported enquiries to go 
directly into Confirm to be progressed by frontline staff, with 
updates being automatically fed back to the customer. A fully 
digital process using mobile devices for Roads inspections and 
the identification of roads defects (including the creation, 
allocation and completion of associated jobs by crews in the 
field) is about to be rolled out in Spring 2022 starting with the 
Berwickshire locality.

CONFIRM DIGITAL ASSET MANAGEMENT SYSTEM
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fit for 2024
HIGHLIGHTS DURING THE QUARTEROCTOBER 2021 to DECEMBER 2021 
Programmes & projects that will impact on performance

IMPLEMENTATION OF TOTAL MOBILE WITHIN OUR CARE AT HOME SERVICE

Enterprise Mobility (Total Mobile) provides a digital 
transformation of the SB Cares Homecare service, 
allowing managers to have an overview of all Support 
Workers within their region, such as whether staff have 
completed a visit according to the schedule, in real-time, 
as well as whether staff are travelling between Service 
Users. This is useful information to support managers in 
dealing with live enquiries from Service Users, their 
families or other relevant parties.

Phase One of the Enterprise Mobility (Total Mobile) 
project went live for the East Region of SB Cares 
Homecare on 23rd November 2021.  The remainder of 
Phase One, the South and West SB Cares Homecare 
regions, are currently in the process of being prepared 
and built, with an aim to Go-Live during Q1 of 2022.

Throughout the initial implementation period, a number 
of adjustments and amendments have been made to the 
system in collaboration with staff, managers and the 
supplier in order to deliver an improved scheduling 
platform.  After implementing these changes, the system 
is now dynamically scheduling ~80-90% of daily visits, 

and encompasses a locality based approach for Support 
Workers and Service Users to provide continuity of care. 
This reduces the amount of manual work required by 
Homecare Managers to schedule and allocate visits to 
care staff ςfreeing up their time to focus on other 
priorities.

As with any significant business change there have been 
challenges throughout this journey; however, service 
disruption has been kept to a minimum and managers 
have ensured that visits are scheduled and delivered to 
our Service Users throughout the course of the 
implementation. The project is continuing to work with 
end users to gather feedback, understand the challenges 
being experienced, and make tweaks to the system to 
continually improve its scheduling capabilities.

Support Workers now have the ability to view important 
Service User information on their mobile device 
including a list of upcoming visits logged and recorded 
within the system, as well as the vital detail associated 
ǿƛǘƘ ŜŀŎƘ ƛƴŘƛǾƛŘǳŀƭ ǎŜǊǾƛŎŜ ǳǎŜǊΩǎ ǾƛǎƛǘΦ
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fit for 2024
HIGHLIGHTS DURING THE QUARTER - OCTOBER 2021 to DECEMBER 2021
Programmes & projects that will impact on performance

A pilot with approx. 50 staff is to be undertaken within our Infrastructure and 
Environment department. The pilot will see the roll out of digital devices 
(tablets and smart phones) to frontline workers with the key Aims and 
Objectives being:

ü Communicate- improve communications between colleagues, managers 
and the wider Council. 

ü Invest- in all our staff because you and the work that you do is valued. 
ü Engage- ensure all our staff feel able to be involved and can be kept up-

to-date more easily.
ü Work smarter - find new innovative ways of working ςefficiently, 

effectively, easily and safer.
ü Develop- improve staff technological skills and knowledge to support 

personal and professional progress.
ü Act as one - support continuous improvement and innovation to ensure 

we stay current and meaningful to the business and our frontline staff.

As well as appropriate guidance, the pilot will be supported by Digital 
Champions who will ensure staff have all the necessary knowledge to 
effectively use and manage their new device. Not only will our staff feel 
better connected across the organisation, these devices will provide services 
with a more efficient and effective digital way of working.

This pilot follows a similar roll out of devices within our Care at Home Service. 
The project continues to work closely with colleagues in this area to ensure 
knowledge is shared and we learn from their initial experiences.

BETTER CONNECTED MOBILE WORKFORCE

{ǘŀŦŦ ŦŜŜŘōŀŎƪ Ψ.ŀƭƭƻǘ .ƻȄŜǎΩ ǿŜǊŜ ƛƴǘǊƻŘǳŎŜŘ ǘƻ ŀƭƭ ŦǊƻƴǘƭƛƴŜ 
depots across the organisation in 2021. The reasoning for this 
was to provide a mechanism that would empower staff to 
feedback issues and improvement ideas to managers, with 
managers reviewing these and providing feedback on any 
action taken.

Since being introduced there have been approximately 100 
comments received from staff covering a range of different 
issues. Managers have been able to provide appropriate 
feedback to staff  on the issues being raised ςin the past, staff 
may not have had the confidence or opportunities to offer 
feedback, leaving issues unresolved.

wŜŎŜƴǘ ŘŜǾŜƭƻǇƳŜƴǘǎ ƻŦ ǘƘŜ ǎŎƘŜƳŜ ƘŀǾŜ ǎŜŜƴ Ψ.ŀƭƭƻǘ .ƻȄ 
/ƻƳƳŜƴǘ ϧ wŜǎǇƻƴǎŜΩ ǇƻǎǘŜǊǎ ƛǎǎǳŜŘ ǘƻ ŘŜǇƻǘǎΦ ¢ƘŜǎŜ 
posters allow staff to see what responses have been given to 
the issues they are raising. The posters also ensure that the 
information is shared among all staff.

It is hoped that a digital solution for this scheme can be 
identified in the future, but for now, this is a great initiative to 
help improve communication between frontline  staff and 
managers, which will be considered for other frontline staff 
across SBC services.

EMPLOYEE ENGAGEMENT
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fit for 2024
HIGHLIGHTS DURING THE QUARTER OCTOBER 2021 to DECEMBER 2021 
Programmes & projects that will impact on performance

DIGITAL SKILLS

As a council we are working to close the digital skills gapin our workforce. We want to empower staff to become 
more digitally confident and in turn be moreefficient by utilising the full potential of the technology we have 
invested in.

V Issued a Digital Skills Survey ςresulting in 774 

responses so far

V 116of these responses have requested support

V 24 Digital Champions have been established

V SCVO trainingprovided to the champions

V ! tǊƛǾŀǘŜ Ψ¸ŀƳƳŜǊΩ community for Digital 

Champions has been set up to supportone 

another

V A Digital Skills Ψ¸ŀƳƳŜǊΩ community has also been 

set up to share knowledge/hints/tips 

¢h 5!¢9 ²9 I!±9ΧΦ

Ý Match Digital Champions to those who have 

requested support

Ý Set expectations - Be visible, promote, Share

Ý Learn from feedback

Ý Liaise with training about upskilling and new courses.

Ý Explore what other resources are available that we 

can use for learning - YouTube videos, Websites, etc

Ý Create a Digital Skills SharePoint site that will become 

a library of helpful videos and guides

This work doesn't just focus on digital skills for work, it also covers foundation skills and skills for life - recognising 
that there's benefits for SBC colleagues to improve their digital skills overall. Future phases of this project will 
ƭƻƻƪ ŀǘ {./Ωǎ ǊƻƭŜ ƛƴ ǇǊƻƳƻǘƛƴƎ ŘƛƎƛǘŀƭ ǎƪƛƭƭǎ ƛƴ ŎƻƳƳǳƴƛǘƛŜǎΦ

²I!¢Ω{ b9·¢Κ



For more on performance visit www.scotborders.gov.uk/performanceor email performance@scotborders.gov.uk
Correct at time of publication: 4th February 2022

6

fit for 2024
HIGHLIGHTS DURING THE QUARTER OCTOBER 2021 to DECEMBER 2021 
Programmes & projects that will impact on performance

Engagement with Area Partnerships continues over the 
shaping of proposals to extend place making opportunities 
to all Border communities and localities. 

Place Making proposals were presented to Council in 
August 2021 and were also outlined in the last 
Performance Report.  

The proposals - which were based on previous 
engagement with, and feedback from, Area Partnerships in 
spring and summer 2021 ςwere presented to Area 
Partnerships in Autumn 2021.  

Further feedback on the proposal was sought via a 
questionnaire in October last year.  Responses to this, 
which were low, were discussed at Area Partnerships in 
November and December 2021.  At that round of Area 
Partnerships it was recognised that more dedicated time 
was needed to look at the proposals and it was agreed that 
a series of facilitated workshops would be held to:

Å Deepen the understanding of place making ςthe 

context, ambition and processes
Å Develop a memorandum of understanding covering the 

role of Area Partnerships in overseeing place making in 
localities

Å Shape a forward programme of place making across 
communities in each locality.

A procurement process is currently underway to contract 
with a suitably experienced organisation to facilitate these 
workshops and to support the shaping of the next phase of 
place making, including engagement with communities in 
the four Borderlands target towns and those pathfinder 
communities identified by Area Partnerships.  

It is anticipated that an appointment will be made in mid-
February 2022 with workshops in the 5 localities 
commencing from the last week in February through to 
March.

Subsequent workshops will also be arranged soon after to 
showcase best practice and offer the opportunity to speak 
to people involved in place making activity elsewhere. 

PLACE MAKING PROGRESS
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OUR PLAN for 2018-23
and your part in it
PERFORMANCE INDICATORS

APPENDIX 2: PERFORMANCE INDICATORS

ҩ Increasing value- improvement ҫ Decreasing valueςimprovement Ҧ Broadly leveltrend

ҩ Increasing value- deterioration ҫ Decreasing value- deterioration

ҩ Increasing value ςcontext indicator ҫ Decreasingvalue ςcontext indicator

Trend Key (trends are typically represented over the preceding year)
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

Major Developments Average Weeks to 
determine

13.9 12.9 22.9 - 19.7 - - -

LocalDevs ςNon 
Householder

Average Weeks to 
determine

9.0 8.0 6.5 8.3 9.6 - 8.0 ҩ

LocalDevs ςHouseholder Average Weeks to 
determine

7.0 6.2 9.1 7.2 6.7 - 8.0 ҫ

Planning Permission ςAverage Time to Determine (Weeks)

Observations:

Adjusteddata for time to determinecontinuesto be receivedfrom ScottishGovernment
twiceyearly.

OnlyoneάaŀƧƻǊέapplicationsweredeterminedin the first two quartersof 2021-22.

Local DevsςNon Householder - A slight deterioration in performance over the last 2 
quarters; however, the deteriorationrecognises the volatility of performance in recent 
quarters. This has been affected by three factors: Ongoing CovidRecovery, a long-standing 
staff vacancy and the clearance of some legacy cases, where one or two long-standing 
applications can make a big difference.

LocalDevsςHouseholder

TheQ1 andQ2 figuresareboth within target.

A total of 299planningpermissionapplicationshavebeenreceivedduringQ3 2021/22.
Thisisadecreasewhencomparedto the sameperiodin 2020/21 (317).

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 3 - OCTOBER 2021 to DECEMBER 2021

Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

Numberof applications Totalnumber in period 1,369 1,200 1,255 416 376 299 - ҫ

Planning Permission ςApplication Numbers
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Planning ςHow do we compare to others ?  (Local Government Benchmarking Framework 2019-20)

Source: Adapted from mylocalcouncil website, latest LGBF family group & national comparisons

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 3 - OCTOBER 2021 to DECEMBER 2021
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Performance Indicators Basis 2019 2020 Q1 2021 Q2 2021 Q3 2021 Target Trend Status

HouseholdWaste Recycled % Recycledrolling annual basis*49.17% *52.79% *52.69% *54.87 *54.82 - ҩ

HouseholdWaste Landfilled % Landfilledrolling annual 
basis

*28.80% *0.27% *0.26% *0.28 *0.28 - Ҧ

HouseholdWaste Other Treatment % Other Treatment rolling 
annual basis

*22.02% *46.95% *47.05% *44.85 *44.89 - ҫ

Recycling ςCommunity Recycling
Centres (CRC)

% Recycledrolling annual basis 63.56% 75.21% 75.43% 75.89% 76.18% - ҩ

Waste and Recycling

Observations:

Note: Recyclingdata is reportedon a rolling annualbasis. Yearsrelate to calendar
yearsto alignto SEPAreporting.Q3 2021relatesto the yearto September2021.

It is important to note that the data usedto calculatethis indicatorhasnot yet been
validatedby SEPAand it is possiblethat somematerial streamswill needto be re-
categorised.Thismayresultin anadjustmentto performancefor the year.

AnnualHouseholdRecyclingRateςthere hasbeen a small decreasein recycling
rate from 54.87% to 54.82% which could be due to seasonalvariation and the
increaseinάƻǘƘŜǊǘǊŜŀǘƳŜƴǘέrate.

AnnualHouseholdWasteLandfilledςthe waste landfilled rate hasremainedthe
sameat 0.28%.

AnnualHouseholdWaste Other Treatmentςwe have seena slight increasein
άƻǘƘŜǊǘǊŜŀǘƳŜƴǘέrate from 44.85%to 44.89%

Annual averageCRCRecyclingRateςthere has been an increasein the CRC
recyclingrate from 75.89% to 76.18%. We have seen an increasein wood and
rubblebeingrecycledat our/w/Ωǎ.

*SEPA verified figs

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 3 - OCTOBER 2021 to DECEMBER 2021
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Waste ςHow do we compare to others ?  (Local Government Benchmarking Framework)

Source: Adapted from mylocalcouncil website, latest LGBF family group & national comparisons
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OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 3 - OCTOBER 2021 to DECEMBER 2021
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Waste ςHow do we compare to others ?  (Local Government Benchmarking Framework)

Source: Adapted from mylocalcouncil website, latest LGBF family group & national comparisons
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend * Status

Electricity Consumption Kwhin period 7,921,217 7,567,839 6,713,382 1,648,469 1,428,707 2,550,188 - ҩ

Gas Consumption Kwh in period 11,744,733 12,183,596 12,856,277 2,791,566 1,342,163 5,221,872 - ҩ

Energy Use (26 key Sites)

Observations:
Note: Figures relate to 26 key sites and include some estimated bills so will be subject to minor 
changes. 

Overall Performance 
Overall our energy consumption was 27% higher than the same period last year. Increases in 
consumption and the cost of fuel have increased our overall costs by 1%.

Electricity: 
Our electricity consumption in Q3 was 16% higher than the same period last year, costs 
decreased by 2% even with increased consumption, this could be due to timing of the 
electricity usage. Electricity usage increase, in comparison to the same period last year, are 
ƭƛƪŜƭȅ ǘƻ ōŜ ŘǳŜ ǘƻ ƳƻǊŜ ƻŦ {./Ωǎ ŀǎǎŜǘǎ ƻǇŜƴƛƴƎ ōŀŎƪ ǳǇ ŀƴŘ ǊŜǘǳǊƴƛƴƎ ǘƻ ǳǎǳŀƭ ƻǇŜǊŀǘƛƻƴΦ

Gas: 
Our gas consumption increased by 33% in Q3 compared to the same period last year with an 
increase in costs of 13%. This increase is possibly due to weather and more SBC assets 
returning to usual operation as well as increased ventilation requirement due to COVID.

Actions we are taking to improve our performance:         
As part of the transformation programme of works the Energy Efficiency Programme (EEP) is 
focussed on delivering cost effective energy reductions that represent best value for money 
while reducing our energy consumption and costs as much as possible.

What we have done: 
- Continued with our programme of LED upgrades on various sites 
- Continued with our programme of installing solar panel arrays 
- Retrofitting oil heating systems with biomass boilers 
- Converting oil boilers to natural gas
- Installing gas CHP which generates electricity while capturing heat that would otherwise be 
wasted and using it in our buildings 
- Upgraded aging storage heaters with high heat retention heaters or new quick reacting 
closely controlled electric heaters
- Replacing thermally inefficient glazing with high efficiency double glazing 

²ƘŀǘΩǎ ŎƻƳƛƴƎ ǳǇΥ 
- Further phases of LED lighting projects 
- Construction phase completing for a multi-site energy efficiency project procured through 
the Non-Domestic Energy Efficiency Framework (NDEEF) 
- Looking at ways to maximise renewable energy potential by installing battery systems 
- Conducting option appraisals to eliminate expensive and high carbon fuels from our estate 
- We are identifying and planning priority work at our most inefficient properties and highest 
consumers 
- We are working closely with our managed services partners to identify and implement 
efficiency opportunities 
- We continue to work hard with our new buildings to ensure they are run as efficiently as 
possible 
- We are actively engaging with new building projects at design concept stage to ensure our 
new building stock is as efficient as possible and renewable energy opportunities are realised.

* Vs 2019-20

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 3 - OCTOBER 2021 to DECEMBER 2021
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Performance Indicators Basis 2018 2019 2020 Q1 21 Q2 21 Q3 21 Q4 21 Trend Status

Fatalities on Borders Roads Number in period 11 6 5 1 1 4 1 ҩ
Seriously Injuredon Borders Roads Number in period 65 68 47 8 19 18 - ҩ

Road Casualties

Observations:

Notethat RoadCasualtyfiguresherearereportedona calendaryearbasis,byquarter.

The Q3 2021 figure hasbeen adjustedfollowing information from PoliceScotlandthat a personsubsequentlydied in hospital asa result of injuries sustainedin a road
accident. Unfortunatelythere wasone fatality asthe result of a road accidentin the ScottishBordersin Quarter4 of 2021. Thisis a reductionof 3 from the preceding3
monthperiodandalsoa reductionof onefrom the correspondingquarterin 2020.

Therewere 18 peopleseriouslyinjured asa result of roadaccidentsin the ScottishBordersin Quarter3 of 2021. Thisis 2 more than the equivalentperiodof 2020but 1
downon the previousquarter.

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 3 - OCTOBER 2021 to DECEMBER 2021
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

Housing Benefit New Claims Average time to process 
in days

24.20 13.63 16.99 17.26 18.87 17.29 23.00 ҫ

HousingBenefit Change EventsAverage time to process 
in days

6.51 4.90 3.73 6.14 7.34 7.45 7.00 ҩ

Welfare Benefits ςPeople
Contacting Us

Number inperiod 1,329 1,264 1,126 312 261 262 - ҫ

WelfareBenefits ςMonetary 
Gain

£m in additional benefits, 
casesclosed in the 
quarter

£4.537m £4.916m £4.237m £796.3k £663.2k £1,173m - ҫ

WelfareBenefits ςCumulative 
Monetary Gain

£m in additional benefits, 
casesclosed ytd

£4.537m £4.916m £4.237m £796.3k £1.460m £2,633m - ҫ

Customer Advice & Support Services

Observations:

There are a number of factors which have affected the service in recent 
months. Covidhas impacted on the monetary gains. The DWP have significant 
backlogs for several benefits so confirmation of awards and decisions are 
delayed.Referrals for appeals have reduced and The Tribunals Service is still not 
operating full capacity.There has also been a Financial Inclusion Officer vacancy since 
September 2021.This post has been re-advertised and it is hoped it will be filled by 
early February.The Welfare Benefits Officer (Macmillan) has been on sick leave since 
October 2021.Macmillan referrals have reduced which has followed a national trend 

and appears to be linked to a reduction in cancer diagnosis.Referrals to The Early 
Years Service and gains are at a similar level to last year. 

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 3 - OCTOBER 2021 to DECEMBER 2021
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

Council Tax Duethat was 
collected

% in period (ytd) 96.84% 96.62% 95.97% 30.88% 56.21% 81.57% 96.62% ҩ

Council Tax Collection

Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

Capital receipts Cumulativein year £m £1.444m £676k £645k £44k £278k £280k £1.185m
(annual)

ҩ

Propertiessurplus Numberat end of 
period

30 39 39 36 39 38 - ҫ

Properties marketed Number at end of 
period

5 7 5 8 14 12 - ҩ

Properties under offer Number at end of 
period

16 15 12 15 12 12 - ҫ

Property

Observations:  
Collection levels in Q3 are slightly below expectations in comparison to the Pre CV-19 collection rates.  There is a significant amount of outstanding processing as well as staff 
shortages and the team continue to be heavily involved in additional CV-19 work streams, all of which is impacting on the ability to tackle these backlogs.

Outside factors such as the UC uplift ending and the current increase in utility bills may also start to impact on collectionlevels over the coming months. 

Observations:
The Q3 Capital Receipts figure has seen a slight increase of £2k on the Q2 figure.

The number of surplus properties at the end of Q3 is similar to the number of 
surplus properties at the end of Q2 with a reduction of 1.

Twelve properties have been marketed in Q3 which is a slight reduction on the 14 
properties that we marketed in Q2.

There are  currently 12 properties under offer at the end of Q3.

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 3 - OCTOBER 2021 to DECEMBER 2021



For more on performance visit www.scotborders.gov.uk/performanceor email performance@scotborders.gov.uk
Correct at time of publication: 4th February 2022

17

Council Tax Collection ςHow do we compare to others ?  (Local Government Benchmarking Framework 2019-20)

Source: Adapted from mylocalcouncil website, latest LGBF family group & national comparisons
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Property ςHow do we compare to others ?  (Local Government Benchmarking Framework 2019-20)

Source: Adapted from mylocalcouncil website, latest LGBF family group & national comparisons
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Complaints Handling

Observations:

In Quarter3 (2021/22) we have averaged10.53 working days at the first 
stage to respond to complaints, this has increased by2.47 working days 

when compared to Quarter 2 21/22 (8.06). In comparison to Quarter3 in 

2020/21 there has been an increase of 3.82 working days (6.71). Our target 

response time is 5 working days for stage one complaints, this target has not 

been met since Q4 19/20.

The percentage of complaints closed within 5 working days at the first 
stage has increased by 2.11% in Quarter3 (2021/22) compared with 

Quarter 2 (2021/22) (74.86%). This has decreased by 2.08% when comparing 

with Quarter3 of 2020/21 (79.05%). Our target is 100%

Quarter3 (2021/22) experienced a slight increase of1.59 working days to 

respond to complaints at the investigation stage, stage two when 

compared to Quarter 2 (2021/22) (19.41). In comparison to Quarter3 in 

2020/21 there has been an increase of 3.42 working days (17.58).Our target 

is 20 working days.

In Quarter3 (2021/22) there has been an increase of 0.68% in the volume of 

complaints closed within timescales at stage 2, investigation stage; when 

compared to Quarter 2 (2021/22) (62.96%). In comparison to Quarter3 in 

2020/21 this has decreased by 4.78% (68.42%). Our target is 100%.

Our Customer Relationship Management System is used to 
manage complaints within the allocated timescales.
We are developing a new process in the new CRM system (Jadu) 
which we expect will help improve performance in complaint 
handling across many areas.
New and refresher training will happen as part of the roll out.

Quarter3 (2021/22) has seen a decrease of 1.88 days taken torespond to 
complaints after they have been escalatedin comparison to Quarter 2 

(2021/22) (19.17). In comparison to Quarter3 in 2020/21 the number of days 
decreased by 0.38 (17.67). Our target is working 20 days.

We have continuously hit our target of less than 20 working days since Q4 
(2019/20).

The percentage of escalated complaints closed within 20 working days 
at the escalation stage has increased this quarter by 7.14% when compared 
with Quarter 2 (2021/22) (50%). In comparison to Quarter 3 in 2020/21 
(66.67%) this has decreased by 9.53%. Our target is 100%.

It should be noted that the small number of complaints that are escalated 
means significant swings in performance can occur when just 1 or 2 
complaints breach timescale.

In December 2021 we seen a decrease of 1 complaint closed when 
compared to November 2021 (66). When compared with December 2020, the 
number of closed complaints has increased by 18 from 47

Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

Complaints Closed atStage One 
avg days

Average time to process 
in days

4.55 5.1 7.22 6.01 8.06 10.53 5 ҩ

Complaints Closed at Stage One 
within time

% Closed within5 
working days

81.0% 80.6% 73.14% 79.89% 74.86% 76.97% 100% ҫ

Complaints Closed at Stage Two 
avg days

Average time to process 
in days

18.22 19.65 19.95 27.67 19.15 21 20 ҫ

Complaints Closed at Stage Two 
within time

% Closed within 20 
working days

73.9% 70.2% 59.55% 50% 62.96% 63.64% 100% ҩ

Complaints Closed ςEscalated ς
avg days

Average time to process 
in days

14.83 20.23 18.19 19.71 19.17 17.29 20 ҫ

Complaints Closed ςEscalated ς
within time

% Closed within 20 
working days

78.6% 62.4% 81.67% 71.43% 50% 57.14% 100% ҫ

Number of Complaints Closed Number in period 645 614 742 215 211 198 - ҩ
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Complaints Handling ςHow do we compare to others ? (SBC Complaints Annual Report 2020/21)

Sources: Scottish Borders Council Complaints Annual Report 2018/19

Complaints Closed by Stage Complaints Closed by Stage

Complaints Closed Against TimescalesComplaints Upheld / Not Upheld

2019/20 2020/21

SBC Family 

Group

Scotland SBC Family 

Group

Scotland

Stage One 75% 76.5% 89.1% 85.4% 76.6% 88.7%

Stage Two 21% 20.4% 7.8% 12.2% 20% 8.4%

Escalated from 

Stage One

5% 3.1% 3.2% 2.4% 3.4% 2.8%

2019/20 2020/21

SBC Family 

Group

Scotland SBC Family 

Group

Scotland

Stage One 543 4,029 48,596 639 3,310 45,001

Stage Two 149 1,076 4,239 91 862 4,240

Escalated from 

Stage One

33 163 1,726 18 147 1,419

2019/20 2020/21

SBC Family 

Group

Scotland SBC Family 

Group

Scotland

Stage One -
Upheld

48% 50% 62% 36.6% 50.7% 61.3%

Stage One - Not 
Upheld

52% 49.1% 36.3% 63.4% 49.2% 35.9%

Stage Two -
Upheld

47% 38% 47% 38.5% 42.2% 43.7%

Stage Two - Not 
Upheld

53% 61.8% 53.7% 61.5% 57.8% 48.4%

Escalated from 
Stage One -
Upheld

30% 49% 51% 22.2% 44.9% 44.8%

Escalated from 
Stage One - Not 
Upheld

70% 50.9% 45.5% 77.8% 55.1% 49.5%

2019/20 2020/21

SBC Family 

Group

Scotland SBC Family 

Group

Scotland

Stage One 77% 66.3% 61% 80% 72.2% 71.1%

Stage Two 60% 67.2% 61.9% 66% 69.3% 62.7%

Escalated from 

Stage One

24% 52.1% 59.7% 22% 53.7% 65.5%
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q321-22 Target Trend Status

% of FOI requests completedon 
time

% inperiod 85.8% 88% 85% 86% 80% 82% 100% ҫ

Number of FOIrequests 
received

Number in 
period

1,418 1,254 959 264 276 276 - ҩ

Freedom of Information Requests (FOI)

Observations:

¢ƘŜ /ƻǳƴŎƛƭΩǎ ChL ǇŜǊŦƻǊƳŀƴŎŜ Ƙŀǎ ǎƘƻǿƴ ŀ ǎƭƛƎƘǘ ƛƴŎǊŜŀǎŜ ƛƴ ǘƘŜ ǇŜǊŎŜƴǘŀƎŜ ƻŦ responses 
completed on time. Last quarter an average of 80% of responses were completed on time 
and this has increased to 82%. The number of requests for information responded to has 
increased since the last quarter from 261 to 301. 

The importance of proactively and promptly publishing information is always encouraged. 
Procurement is in the process of developing a report of all trading suppliers that can be 

uploaded to the corporate website to be able to point FOI Applicants to. This will save 
Procurement (and other staff involved in the FOI process) time creating individual reports and 
would let the Applicant create their own filters from standard data made openly available.

The Information Management Team has created a Yammer community called All Things 
Information Governance! This tool will be used to communicate and engage with staff to 
strengthen and improve their awareness on information requests. 
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

Facebook Engagements Number in period 259.6k 516.7k 560.4k 74.9k 74.2k 107.7k - ҩ
Twitter Engagements Number in period 33.2k 58.3k 50.4k 8.3k 5.9k 10.8k - ҩ

Social Media

Observations:
In the third quarter of 2021/22 the total reach of all 308 Facebookposts on the SBC corporate account was 2,202,611, with 107,763 post engagements. The number of 
followers increased by 273 over the quarter. 

Our Twitter posts during the period were seen 447,792 times, with 10,812 engagements. The number of followers increased by 194.
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

Council Tax  Valuation List-
Time taken to  add new 
properties to the List

% Within 3 months of the date of 
occupation/completion and the 
issue of the banding notice

91% 90% 92% 93% 93% 91% 92% ҫ

Valuation Roll (Non Domestic)
- Time taken to amend the 
valuation roll to reflect new, 
altered or demolished 
properties

% Within 3 months of the date of 
completion and the issue of the 
valuation notice 

56% 63% 61% 94% 83% 76% 65% ҫ

Assessor ςCouncil Tax Valuation List and Valuation Roll (Non Domestic Rates)

Observations:
These figures are reported annually to Scottish Government and 
analysed on a monthly basis by Management Team. Other statistical 
information can be found atwww.saa.gov.uk/general-statistics/

The Assessor for Scottish Borders Council is an independent statutory 
official who is personally responsible for the preparation and 
maintenance of the Valuation Roll and Council Tax Valuation List for 
the Scottish Borders Valuation Area.

TheCouncil Tax Valuation Listcontains all domestic properties 
showing an allocated Council Tax band which is based on the market 
value of the property as at 1991. The Assessor measures 
performance relating to the time taken for new properties to be 
added to the Valuation List within the current financial year.Targets 
are based on previous achievements, review of processes, the 
pressures on resources and the volume of work anticipated in other 
areas of the Service. The Covid-19 pandemic impacted on the 
number of new properties entering the Council Tax List during 2020-
21 being 6.5% lower than in 2019-20. Q1- Q3 of 2021-22 has seen a 
significant increase in new entries for the same period from a total of 

201 in 2020-21 to 444for the current year.

The target of 92% of entries made within 3 months has been 
exceeded for Q1 & Q2but dropped slightly to 90.8% by end of Q3 
with the he total numbers surpassing the figuresfor the same period 
in all of the 4 previous financial years.

The implementation of the presumption of no survey in 2018 and 
other changes to working practices set out below has enabled these 
performance improvements to be achieved.

TheValuation Rollcontains an entry and a rateable value for every 
non-domestic property in the Scottish Borders. The Assessor 
measures performance relating to the time taken for valuation 
amendments to be reflected in the Valuation Roll within the current 
financial year. The Assessor reviewed his target for 2020-21 to reflect 
the impact of the Covid-19 pandemic in respect of the restriction on 
physical surveys of non-domestic properties. Following the 
implementation of changes to working practices during 2020-21 as 
described below this target has been revised to a level comparable to 
that in the years prior to 2020-21, aiming to achieve 65% of valuation 

amendments completed within 3 months.
The number of amendments during Q1,Q2 & Q3has exceeded 
those for 3 of the 4 previous financial years for the same periodwith 
76% of the amendments made within the target.

Actions we are taking to improve/maintain performance
Valuation Roll ςŜƴŎƻǳǊŀƎƛƴƎ ŀ άǎŜƭŦ-ǎŜǊǾƛŎŜέ Ǌƛǎƪ-based approach to 
reduce the volume of physical surveys and allow desk-top valuations 
where appropriate. Increased frequency of discussions at individual, 
group and section level on caseload and work allocation to further 
improve response time, quality and accuracy. Benchmarking against 
Assessors with similar geographic areas e.g. Dumfries & Galloway.

Council Tax ςmaintaining a presumption of no survey. Additional 
communications to ensure taxpayers inform the Assessor/Customer 
Advice when they move into a new domestic property. Increased 
frequency of discussions at individual, group and section level on 
caseload and work allocation to further improve response time, 
quality and accuracy. Benchmarking against Assessors with similar 
geographic areas e.g. Dumfries & Galloway
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Performance 
Indicators

Basis *18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

SBC AbsenceRate ς
Staff

Annualabsence rate % to 
end of quarter reported

5.03% 5.23% 4.74% 5.02% 4.71% 6.27% - ҩ

SBC AbsenceRate ς
Teaching Staff

Annualabsence rate % to 
end of quarter reported

3.34% 3.48% 1.98% 3.13% 2.42% 4.35% - ҩ

Staff Absence

Observations:
Note: Latest figures are not directly comparablewith 2018/19 figures which were
compiledon anΨ{tLōŀǎƛǎΩ. The2018/19 figuresexcludedtemporarystaff with contracts
for lessthan 12 months,and were basedon actual full time equivalent(fte) available
and absencedays,cappedat 224/195 days in the year, excludingschooland public
holidayperiods.

Staff absence rates are higher compared to the same period in 20/21 (Staff 5.73% and Teachers 
2.86%) and a smaller increase compared to the same period in 19/20 (Staff 6.05% and Teachers 
4.11%). 

The increased figures are linked to the impact of the COVID-19 pandemic..

* SPI Basis
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Staff Absence ςHow do we compare to others ?  (Local Government Benchmarking Framework 2019-20)

Source: Adapted from mylocalcouncil website, latest LGBF family group & national comparisons
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Gender ςHow do we compare to others ?  (Local Government Benchmarking Framework 2019-20)

Source: Adapted from mylocalcouncil website, latest LGBF family group & national comparisons
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q221-22 Q3 21-22 Target Trend Status

AttendanceςPrimary Schools %Attendance in period 95.3% 94.4% 97.1% 95.4% 93.6% 91.3% 95% ҫ
Attendance ςSecondary Schools %Attendance in period 91.2% 91.0% 97.9% 89.6% 89.8% 87% 92% ҫ
School Attendance ςOverall %Attendance in period 93.2% 92.7% 97.5% 92.5% 91.7% 89.2% - ҫ
Exclusion IncidentsςPrimary 
Schools

Number in period 31 46 3 2 0 2 - ҫ

Exclusions (students) ςPrimary 
Schools

Number in period 29 38 3 1 0 2 - ҫ

Exclusion Incidents ςSecondary
Schools

Number in period 263 158 47 11 16 21 - ҫ

Exclusions(students) ςSecondary
Schools

Number in period 236 153 46 11 16 22 - ҫ

School Exclusion Incidents ςOverall Number in period 294 204 50 13 16 23 - ҫ

School Exclusions(students) ς
Overall

Number in period 265 191 49 12 16 24 - ҫ

School/ Nursery Inspections Number in period 15 5 0 3 0 3 - -

Schools

Observations:

Both Primary and Secondary attendance shows a deterioration in Q3 21/22 when compared 
to the same period in 20/21 (Primary ς94.9% & Secondary ς90.3%). 

Overall exclusion figures in Q3 21/22 have decreased compared to the same period in 20/21 (33 
exclusions) although there have been the same number of exclusions in Primary Schools in 

these 2 periods (2 exclusions).

3 nursery inspectionswere carried out by the Care Inspectorate during Q3 21/22.
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/ƘƛƭŘǊŜƴΩǎ {ŜǊǾƛŎŜǎ  ςHow do we compare to others ?  (Local Government Benchmarking Framework 2018-19)

Source: Adapted from mylocalcouncil website, latest LGBF family group & national comparisons
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Spend on Schools ςHow do we compare to others ?  (Local Government Benchmarking Framework 2019-20)

Source: Adapted from mylocalcouncil website, latest LGBF family group & national comparisons
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

LookedAfter Children (aged 12+) in 
Community Family Based Placement 
rather than residential

% at end of 
period

70% 64% 63% 66% 65% 66% 80% Ҧ

Looked After Children (all ages) in 
Community Family Based Placement 
rather than residential

% at end of 
period

84% 80% 81% 83% 81% 82% 80% ҩ

Number of Looked After Children Number at end 
of period

202 200 180 186 189 188 - Ҧ

Inter-agency Referral Discussions -
child

Number in
period

590 475 422 108 99 155 - ҩ

Child Protection Register Number at end 
of period

46 30 53 35 46 42 - ҫ

Children & Families Social Work

Observations:

YoungPeople reachingadolescencewho are Looked After
generallyhavemore complexneedsand trauma histories,as
well as more agency in relation to decision-making. This
results in a higher proportion of external care placements
beingrequiredthanwith youngerchildren.

Lookedafter Children(all ages)in CommunityFamilyBased
Placementsremainspositiveand abovetarget at 82%in Q3
21/22.

Theoverall Number of LookedAfter Childrenshowsa very
slight decreaseon the previous quarter although is higher

than the sameperiod in 20/21 (181). This is snapshotdata
and doesnot take in to accountfluctuationsthroughout the
period. This too will be affected by the implementation of
ContinuingCare.

The number of Inter-agency Referral Discussions(IRD)
continues to fluctuate over the quarters. IRD'sprovide a
whole systemco-ordinated approachto ensuringvulnerable
children are highlighted, supported and their situation
monitored to provide stability. Q3 21/22 hasincreasedsince
Q2followingconsecutivequarterdecreases.

Thenumber of children on the ChildProtection Registerhas

decreasedwhencomparedto the previousquarter; there has
alsobeen a decreasein registrationscomparedto the same
period in 20/21. Aswith the LACfigure, this is a snapshotat
the end of the period and ŘƻŜǎƴΩǘtake in to account
fluctuationsthroughoutthe period.
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/ƘƛƭŘǊŜƴΩǎ {ŜǊǾƛŎŜǎ  ςHow do we compare to others ?  (Local Government Benchmarking Framework 2019-20)

Source: Adapted from mylocalcouncil website, latest LGBF family group & national comparisons
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Performance Indicators 17-18 18-19 19-20 *20-21 Trend Status

Participation ςNumber of Learners 877 717 685 *274 ҫ
Participation- Number of learning programmes delivered 937 896 817 *321 ҫ
Achievement - Number of learning programmes that lead to outcomes of: Increased 
employability

156 204 147 *31 ҫ

Achievement - Number of learning programmes that lead to outcomes of: Increased 
health and wellbeing

635 562 598 *125 ҫ

Achievement - Number of learning programmes that lead to outcomes of: Increased 
skills

374 317 305 *75 ҫ

Achievement - Number of learning programmes that lead to outcomes of: Family 
outcomes

379 326 284 *63 ҫ

Progression - Number of learning programmes that lead to: Progression to 
employment, further learning, volunteering or participation in a community activity

387 484 400 *113 ҫ

Progression - Number of learning programmes that lead to: Accreditation (nationally 
recognised)

273 346 204 *46 ҫ

Community Learning & Development (Annual Performance)

Observations: (Note: Figs currently compiled on Annual Basis)
Each learning programme leads to the achievement of evidenced learning outcomes.  Learners of all ages (9-65+yrs) may take part in more than one learning programme, 
which is delivered locally, largely in schools and Community Centres, across the Borders. Learning is designed to be accessible to vulnerable learners, including: people with 
few or no qualifications; socially isolated; additional support needs; living in SIMD deciles 1-3; low income; unemployed; health issues and Looked After Children. 
Learning programmes include: literacy, numeracy; English for Speakers of Other Languages (ESOL); employability; family learning;transitions for vulnerable young people; 
building young people's resilience; intergenerational learning; health and wellbeing and skills development.
The impact of CV-19 is apparent in the significantly reduced  number of participants. The CLD service has been at the heart of the Community Assistance Hubs and the 
/ƻǳƴŎƛƭΩǎ 9ƳŜǊƎŜƴŎȅ wŜǎǇƻƴǎŜ ǊƻƭŜ ƻǾŜǊ ǘƘŜ ŎƻǳǊǎŜ ƻŦ ǘƘŜ ƭŀǎǘ ȅŜŀǊΦ ¢ƘƛǎΣ ŀƭƻƴƎ ǿƛǘƘ ƭƻŎƪŘƻǿƴ ŀƴŘ ǎƻŎƛŀƭ ŘƛǎǘŀƴŎƛƴƎΣ Ƙŀǎ ƘŜŀǾily impacted upon our capacity to deliver 
learning programmes and achieve their planned outcomes.

*3 quarters only
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

New Modern Apprentices 
employed this year

Cumulativein 
year number

33 39 28 8 37 54 - ҩ

Number of Current Modern 
Apprentices

Number at end of 
period

34 50 45 46 57 56 - ҩ

Modern Apprentices securing 
employment with SBC after MA

Cumulativein 
year number

11 14 24 3 12 27 - ҩ

Modern Apprentices

Observations:

Since April 2021, SBC have recruited 54 new Modern Apprenticeswhich is 30 more than this 
time last year

SBC currently have 56 people undertaking an apprenticeship. The period of apprenticeships 
vary from 12 months to 4 years depending on the apprenticeship qualification.

Over the last 9 months 27 apprentices have went on to secure paid employment with SBC.
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q221-22 Q3 21-22 Target Trend Status

Adults (aged65+) receiving care 
at home

%at end of period 78% 79% 78% 79% 78% 78% 70% ҫ

Adults using SelfDirected 
Support (SDS) approach

%at end of period 85.2% 94.4% 96.0% 95.3% 95.2% 95.4% 90% ҩ

Adult Social Care

Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

Bed days associatedwith delayed 
discharges from hospital 
(residents 75+)

Rate per1000 
population, in 
period

761 656 601 189 227 - 180 ҩ

Bed days associatedwith 
Emergency Admissions (75+)

Rate per1000 
population, in 
period

3,544.9 3285.38 3627.40 1452 1265.3 - 10% 
Scottish 

avg

ҩ

Bed days

Observations:
The data for emergency admission occupied bed days (age 75+) has reduced after 
increasing for 2 consecutive quarters. 

The rate of Bed Days Associated with Delayed Discharge has increased over each 
quarter in the past year. This number is above the target of 180.

Adults using SDSand those aged 65+ receiving care at home remains fairly static and 
above target.

# Please note these indicators are under review with the intention of incorporating 
additional social care measures in the future.
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Adult Social Care Services  ςHow do we compare to others ?  (Local Government Benchmarking Framework 2019-20)

Source: Adapted from mylocalcouncil website, latest LGBF family group & national comparisons
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N.B. The sharp rise in the 2016-17 figure was due to an error in counting.  This cannot be changed but 
has been accepted as an error
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Adult Protection

Observations:

There has been a decreasein the number of Adult Protection Concernsand Investigations
comparedto Q2but thisnumberismorein linewith previousQ3 numbers.

Referrals to Domestic Abuse Services
363referrals into DAAS (Adults) in 2021/22 to date, which is 40 additional referrals when 
compared to 2020/21 for the same time period and equates to a 12.4% increase.  The COVID-19 
pandemic has had an impact on referrals into domestic abuse services but the referrals have 
increased in 2021/22.  As government measures tocombat COVID-19 are eased it is expected that 
referrals into the Domestic Abuse Advocacy Support service (DAAS) will increase.

Reported Incidents of Domestic Abuse
8 fewerincidents reported in 2021/22 to date when compared to 2020/21 for the same time 
period, which equates to a 0.8% decrease.  There remain concerns that domestic abuse is 
underreported, particularly during the current pandemic.  During the current pandemic increased 

scrutiny of the number of domestic abuse incidents that are recorded for the Scottish Borders and 
the related number of referrals to the DAAS Service is being undertaken with regularupdates 
provided to Police Scotland and Scottish Borders Council Management Team.

Police Scotland have not yet provided figures for December 2021. Updated figures are not 
expectedbefore 29th January 2022.

Referrals to MARAC
92referrals toMARAC in 2021/22 for the year to date, the same number of referrals as 2020/21 for 
the same time period.  During the COVID-19 lockdown MARAC has been running via MS Teams and 
agency attendance has been excellent. The current Information Sharing Protocol is being reviewed 
to ensure compliance with GDPR.  MARAC will continue to operate via MS Teams until normal 
service can be resumed. There will be a survey of partner agencies to ascertain views on returning to 
a blended model of MARAC meetings.

Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Q3 21-22 Target Trend Status

Adult protection - Concerns Number in period 338 356 238 62 92 69 - ҩ
Adult protection - Investigations Number in period 176 205 123 42 65 43 - ҩ

Referrals To Domestic Abuse 
Services 

Number in year to 
date

762 693 453 129 255 363 * 323 ҩ

Reported incidents of domestic 
abuse 

Number in year to 
date

1,005 1,129 1,282 336 658 967 * 975 ҩ

High Risk domestic abuse cases 
discussed at Multi Agency Risk 
Assessment Conference

Number in year to 
date

93 102 123 40 65 92 * 92 ҩ

* Target = 2020/21 Ytd. value
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