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OUR PLAN for 2018-23
and your part in it
HIGHLIGHTS DURING QUARTER 2 - JULY 2021 to SEPTEMBER 2021

APPENDIX 1: FIT FOR 2024 HIGHLIGHTS
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fit for 2024
HIGHLIGHTS DURING THE QUARTER JULY 2021 to SEPTEMBER 2021
Programmes & projects that will impact on performance

CGI, working with its network partner CommsWorld, and 
in conjunction with Scottish Borders Council identified 
an opportunity to deliver improved internet Wide Area 
Network (WAN) connections that would support the 
ǊŜƎƛƻƴǎΩ ƻōƧŜŎǘƛǾŜ ƻŦ ōŜŎƻƳƛƴƎ ǘƘŜ ¦Yǎ ŦƛǊǎǘ {ƳŀǊǘ wǳǊŀƭ 
Region. 

The new solution, aligned to SBCs Digital Strategy, 
increases the reach of fibre connectivity to every 
secondary school in the region. Historically, connectivity 
within the Borders (and any rural areas) has been limited 
both technically and logistically. As technology has 
progressed over the previous 5 years, we have seen 
major advances in what can be provided to various sites 
within the region. An example of this is the increased 
internet connections implemented at the new Jedburgh 
Campus. 

With the increasing importance of connectivity as a 
foundation for modern learning and teaching, a move to 
ŀ ƎǊŜŀǘŜǊ ΨƻƴƭƛƴŜΩ ǿƻǊƪƛƴƎ ŜƴǾƛǊƻƴƳŜƴǘ ŀƴŘ ǘƘŜ ƴŜŜŘ ǘƻ 
ensure service availability and continuity, CGI brought 

forward an opportunity to invest in fibre infrastructure in 
ǘƘŜ .ƻǊŘŜǊǎ ŀǎ ǇŀǊǘ ƻŦ ǘƘŜ /ƻǳƴŎƛƭΩǎ ŘƛƎƛǘŀƭ 
transformation. 

As a result, Commsworldare currently undertaking work 
to lay new fibre cables to provide improved internet 
connectivity to each of our Secondary Schools with the 
first site migration to the system due to take place at the 
beginning of November 21.

Because the new fibre cables run from an exchange 
server to the main site (the schools), this creates an 
opportunity for further offices and buildings along the 
cable route, occupied by the Council, to upgrade their 
connections too. Commsworldlaying their own fibre 
cables also removes the reliance (and rental) of using the 
Openreachinfrastructure, in turn reducing what the 
Council spends. It also acts as an enabler for future 
opportunities for the organisation.

It is hoped this work will be complete by the end of the 
year.

SCHOOL BROADBAND IMPROVEMENTS
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fit for 2024
HIGHLIGHTS DURING THE QUARTER JULY 2021 to SEPTEMBER 2021
Programmes & projects that will impact on performance

FAMILY GROUP DECISION MAKING

Scottish Borders Council, in partnership with Children 1st, 
implemented Family Group Decision Making (FGDM) in June 
2021. 

FGDM is part of Children and Family Social Work Service 
preparing to be Fit for 2024, and supports children to remain 
looked after by their immediate family, wherever this is 
possible and, where this is not possible, to enable them to 
remain within their existing network of friends and family.

Support is offered as early as possible when there is a risk of 
family breakdown, and also in circumstances where it is 
considered children can be rehabilitated home from 
alternative care arrangements.

CD5a ŜƴǎǳǊŜǎ ǘƘŀǘ ǘƘŜ ŎƘƛƭŘΩǎ ǾƻƛŎŜ ƛǎ ƘŜŀǊŘ ŘǳǊƛƴƎ ǘƘŜ 
decision making process, that children and family members are 
empowered to participate and create the support plan, and 
facilitates partnership between families and professionals.

This new approach, first and foremost, will provide greater 
positive outcomes for our young people and their families. It is 
also envisaged that the number of non-familial care 
placements will reduce, or the length of time a non-familial 
care placement is required will lessen, and therefore delivering 
financial benefits. 

CD5a ƛǎ ōŜƛƴƎ ǇǊƻƎǊŜǎǎŜŘ ŀǎ ŀ мн ƳƻƴǘƘ άǘŜǎǘ ƻŦ ŎƘŀƴƎŜέΣ 
with evaluation being undertaken by Robert Gordon 
University. Although in the early stages of implementation, 15 
young people have been referred for FGDM within the first 8 
weeks.
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fit for 2024
HIGHLIGHTS DURING THE QUARTER JULY 2021 to SEPTEMBER 2021
Programmes & projects that will impact on performance

DIGITAL SKILLS

A digital skills programme has been devised to underpin the 
Council's Digital Strategy. 

As well as the requirement for digital skills training to be 
incorporated as part of specific projects, i.e. Total Mobile, the 
programme includes a digital skills survey being available for 
all staff so that we can establish a baseline snapshot of the 
skills / gaps in skills across all services. 

The programme aims to:

Å Recruit staff volunteers to become Digital Champions who 
will support colleagues to improve their skills and digital 
confidence

Å Provide a network of Digital Ambassadors (senior 
managers) who will promote the importance of everyone 
improving their own digital skills & encouraging staff to 
become digital champions. 

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.
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fit for 2024
HIGHLIGHTS DURING THE QUARTER JULY 2021 to SEPTEMBER 2021
Programmes & projects that will impact on performance

Improving Community Engagement

The Have Your Sayform was developed to engage 
the community in budget options.

SBC took the decision not to continue funding the 
budget simulator tool. Consideration was given to 
suitable solutions that could replace the simulator 
tool and the question was asked as to whether 
Microsoft Forms could be used to develop an 
interactive engagement tool around the budget.

A draft version of the form was developed with initial 
testing undertaken internally. Testers reported that 
that form was easy to navigate and worked really 
well. As a result a finalised version has been 
developed. The new form will allow communities to 
rank what they feel are priority areas for the Council 
as well as being able to indicate how likely (or not) 
they would be to support various budget initiatives 
such as Climate Change and Council Tax planning. 

Utilising technology already available to the 
organisation has allowed us to replace the old 
budget simulator tool with this new form, freeing up 
staff to focus on other tasks and generating a saving.

Automating Reports with Power BI

Across the organisation there is a need to produce 
quarterly performance monitoring management 
information for services. One such report is the 
quarterly Freedom of Information (FOI) report.

The FOI report was produced manually each quarter 
which required a great deal of time and effort from 
staff. Changes in staffing within the FOI team meant 
there was a need to consider alternative methods for 
delivering this report.

By utilising a business intelligence solution called 
Power BI, we have been able to directly link the 
source data to an effective reporting tool. Meaning, 
the quarterly report can now be generated by simply 
refreshing it in Power BI, rather than manually 
collating all the necessary information.

This innovative approach to data collation has 
significantly reduced the resource required to 
produce this report.
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fit for 2024
HIGHLIGHTS DURING THE QUARTER JULY 2021 to SEPTEMBER 2021
Programmes & projects that will impact on performance

In August, Council endorsed a series of Place Making proposals aimed at transforming 
the working relationship between the Council and communities across the Borders.
Place Making is about all public services working together with communities to plan and 
deliver joined-up services and solutions to local needs and priorities.  At a national level, 
the Place Principle agreed between the Scottish Government and CoSLAdescribes Place 
Making as:

ά! ƳƻǊŜ ƧƻƛƴŜŘ-up, collaborative and participative approach to services, land and 
ōǳƛƭŘƛƴƎǎΣ ŀŎǊƻǎǎ ŀƭƭ ǎŜŎǘƻǊǎ ǿƛǘƘƛƴ ŀ ǇƭŀŎŜΣέ ǿƘƛŎƘ άŜƴŀōƭŜǎ ōŜǘǘŜǊ ƻǳǘŎƻƳŜǎ ŦƻǊ 

everyone and increased opportunities for people and communities to shape their own 
ƭƛǾŜǎέ

The place making proposals endorsed by August Council were put forward as the start of 
an engagement with Area Partnerships and communities and aimed to build on:

Å The experience and lessons learned from the pandemic.  The response to the 
pandemic highlighted the importance of local community resilience arrangements 
and the potential of local places and agencies to act collaboratively and effectively in 
identifying and addressing local needs.

Å Feedback from Area Partnerships.  Over the spring and summer there have been 
presentations and small workshops with Area Partnerships facilitated by Scottish 
Futures Trust.  The output of these workshops - including local ambitions and 
priorities for place making - was used to inform the proposals and were incorporated 
in, and appended to, the report to August Council.

Å Review and Role of Area Partnerships.  The proposals aimed to be consistent with 
the ongoing review of the Area Partnerships and propose a central Place Making 
oversight role for them.

Å National & Regional Opportunities.  These include the national Place-Based 
Investment Programme, UK Levelling-up funds, planning legislation and the 
Borderlands Inclusive Growth Deal all of which have significant implications and 
opportunities for place making.

The place making proposals include joint working principles, a common framework for 
developing local place plans and set out proposed criteria that could be used by Area 
Partnerships to prioritise place making activity in their communities.

The ambition is to include all communities, including both rural settlements and towns, 
over time.  While Area Partnerships will prioritise activity, early focus will include the 
target Borderlands communities of Eyemouth, Galashiels, Hawick and Jedburgh.
As part of the current Financial Plan, the Administration agreed provision for an 
additional 9 posts to support this work and recruitment to these posts is underway and 
nearing completion. 

¢ƘŜ ǇǊƻǇƻǎŀƭǎ ǊŜŎƻƎƴƛǎŜ ǘƘŀǘ ǘƘŜǊŜ ƛǎ ƴƻ άƻƴŜ-size-fits-ŀƭƭέ ǿƘŜƴ ƛǘ ŎƻƳŜǎ ǘƻ ǇƭŀŎŜ 
making; each community is different and many already have experience and expertise in 
this area.  Similarly, the proposals recognised that place making needs to progress at a 
pace which each community is comfortable with.  

The intention is that these are joint proposals and views of Area Partnerships are being 
gathered so that they can be refined and developed.  Engagement on this is currently 
underway and will continue through the next round of Area Partnerships in November 
and December.

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 20-21 Q2 20-21 Q3 20-21 Q4 20-21 Target Trend Status

Major Developments Average Weeks to 
determine

13.9 12.9 22.9 - - 24.9 20.9 - -

LocalDevs ςNon 
Householder

Average Weeks to 
determine

9.0 8.0 6.5 9.7 9.2 9.0 8.6 8.0 ҫ

LocalDevs ςHouseholder Average Weeks to 
determine

7.0 6.2 9.1 6.2 6.1 6.8 7.0 8.0 ҩ

Planning Permission ςAverage Time to Determine (Weeks)

Observations:

Adjusteddata for time to determinecontinuesto be receivedfrom ScottishGovernment
twiceyearly. Quarters1 and2 of 2021/22 isexpectedto bereleasedin November21.

NoάaŀƧƻǊέapplicationsweredeterminedin the first two quartersof 2020-21. However,
there is a markedincreasein the averageweeksto determinein Q3 when comparedto
the sameperiodin 2019/20 (12.9).

LocalDevsςNon Householder- Althoughperformancehas improved over the last 4
reportedquarters,the averageweeksto determinestill remainsslightlyabovethe target.

LocalDevsςHouseholder- Aslightdeteriorationin performanceoverthe last4 reported
quarters; however, performanceremains better than target. The increasingtrend is
explainedby greater numbers of applicationsbeing receivedas covid-19 restrictions
beginto ease.

Performancehasbeenaffectedby Covid-19asthe service(andits customers)adaptedto
new ways of working to accommodatethe restrictions that were placed on normal
practices.

A total of 360planningpermissionapplicationshavebeenreceivedduringQ2 2021/22.
Thisisa increasewhencomparedto the sameperiodin 2020/21 (324).

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 2 - JULY 2021 to SEPTEMBER 2021

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

Numberof applications Totalnumber in period 1,369 1,200 1,255 419 360 - ҩ

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 2 - JULY 2021 to SEPTEMBER 2021
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Performance Indicators Basis 2019 2020 Q1 2021 Q2 2021 Target Trend Status

HouseholdWaste Recycled % Recycledrolling annual basis *49.17% *52.79% *52.69% - - ҫ

HouseholdWaste Landfilled % Landfilledrolling annual basis *28.80% *0.27% *0.26% - - ҩ

HouseholdWaste Other Treatment % Other Treatment rolling 
annual basis

*22.02% *46.95% *47.05% - - ҩ

Recycling ςCommunity RecyclingCentres 
(CRC)

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

Waste and Recycling

Observations:

Note: Recyclingdata is reported on a rolling annualbasis. Yearsrelate to calendar
yearsto align to SEPAreporting. Q2 2021relatesto the yearto June2021.

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.

NB: An issue with the SEPAWaste Data Flow validation tool, which is used to
calculatethe figuresfor the Householdwasteand recyclingperformanceindicators,
has preventedthe Q2 figures being reported. CouncilOfficersare in contact with
SEPAto resolvethis issue.

We haveseenan increasein the CRCRecyclingRate in Q2 21/22, which is mainly
due to seasonalvariationssuchas increasesin green waste tonnage,bulky waste
andwood.

*SEPA verified figs

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 2 - JULY 2021 to SEPTEMBER 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 2 - JULY 2021 to SEPTEMBER 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 Target Trend * Status

Electricity Consumption Kwhin period 7,921,217 7,567,839 6,713,382 1,648,469 1,428,707 - ҫ

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

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. 

These figures include some estimated bills so will be subject to minor changes 

Overall Performance 
Overall our energy consumption was 12% higher than the same period last year. Increases in 
consumption and the cost of fuel have increased our overall costs by 15%.

Electricity: 
Our electricity in Q2 was 14% higher than the same period last year, costs increased by 15% 
due to increased consumption and price increases. Electricity usage increase, in comparison to 
ǘƘŜ ǎŀƳŜ ǇŜǊƛƻŘ ƭŀǎǘ ȅŜŀǊΣ ŀǊŜ ƭƛƪŜƭȅ ǘƻ ōŜ ŘǳŜ ǘƻ ƳƻǊŜ ƻŦ {./Ωǎ ŀǎǎŜǘǎ ƻǇŜƴƛƴƎ ōŀŎƪ ǳǇ ŀƴŘ 
returning to usual operation.

Gas: 
Our gas consumption increased by 10% in Q2 compared to the same period last year with an 
increase in costs of 13% due to price increases. This increase is possible due to weather 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 the 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 2 - JULY 2021 to SEPTEMBER 2021
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Performance Indicators Basis 2018 2019 2020 Q1 21 Q2 21 Q3 21 Trend Status

Fatalities on Borders Roads Number in period 11 6 5 1 1 3 ҩ
Seriously Injuredon Borders Roads Number in period 65 68 47 8 19 17 ҩ

Road Casualties

Observations:

Notethat RoadCasualtyfiguresherearereportedon a calendaryearbasis,byquarter.

TheQ2 2021 figure hasbeen adjustedfollowing information from PoliceScotlandthat a personsubsequentlydied in hospitalas a result of injuries sustainedin a road
accidentin June21. Unfortunately, basedon un-validatedfigures,Quarter3 hasseena further 3 fatalities on our roads.

Therewere 19 peopleseriouslyinjured on BordersRoadsin Quarter2 of 2021. Thisis 14 up on the equivalentperiod in 2020albeit in largepart this maybe attributable to
reducedtravel levelsdue to COVID-19 restrictionsin 2020(the 2019figure being20). Thisreducedslightlyin Q3 whichsaw17 peopleseriouslyinjured on our roads. Thisis
inline with the sameperiod in 2002(16). TheQ2 figureof 19 is,however,in excessof the levelrequiredto meet the revisednationalreductiontargetsfor the area.

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 2 - JULY 2021 to SEPTEMBER 2021
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 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 23.00 ҩ

HousingBenefit Change Events Average time to process in 
days

6.51 4.90 3.73 6.14 7.34 7.00 ҩ

Welfare Benefits ςPeople
Contacting Us

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

WelfareBenefits ςMonetary Gain£m in additional benefits, 
casesclosed in the quarter

£4.537m £4.916m £4.237m £796.3k £663.2k - ҫ

WelfareBenefits ςCumulative 
Monetary Gain

£m in additional benefits, 
casesclosed ytd

£4.537m £4.916m £4.237m £796.3k £1.460m - ҫ

Customer Advice & Support Services

Observations:

HousingBenefit: Q2 21/22 demonstratesan increasein time to processnew claims
comparedto the sameperiod in 20/21 (14.42). We are continuingto prioritise new
Housing Benefit claims to help assist claimants who may be required to claim
UniversalCreditinsteadof HousingBenefit.

WelfareBenefits: Thenumber of referrals receivedin Q2 2021/22 is slightlydown on
the same period last year. Covid-19 has impacted on the monetary gains, with
£788k lessin cumulativemonetarygainsfor in Q2 whencomparedto 2020/21. The
DWP continue to experiencedelays with arranging hearings,with face to face

hearingsnot havingrecommencedin the Borders. Macmillanreferralsremain low,
which is a Nationaltrend due to a reduction in cancerdiagnosis. Both thesefactors
impacton the figures.

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 2 - JULY 2021 to SEPTEMBER 2021



For more on performance visit www.scotborders.gov.uk/performanceor email performance@scotborders.gov.uk
Correct at time of publication: 05 November 2021

16

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

Voice interactions logged by contact 
centres

Number in 
period

94.8k 87.2k 126.7k - - - -

Face toface interactions ςlogged 
through CRM

Number in 
period

61.7k 53.9k 1.6k - - - -

Interactionsby email Number in 
period

6.7k 8.1k 54k - - - -

Web Based Interactions Number in 
period

4k 4.1k 5.2k - - - -

Total CustomerContacts Number in 
period

167.1k 153.3k 187.5k - - - -

Customer Contact

Observations:

Note: Thereisa needfor technicalreportsto bedevelopedin orderfor thesemeasures
to be reported on a quarterly basis. This is being progressedwith the ŎƻǳƴŎƛƭΩǎIT
provider.

CV-19 hassignificantlyimpactedandchangedhow we interactwith Customers. Thisis
evident in the interactions reported for 2020-21 and when comparedto 2019-20
demonstrate:

Á A664%increasein the volumeof Emailinteractions;

Á A45%increasein the volumeof Voiceinteractions;

Á A27%increasein WebBasedinteractions;

Á A97%decreasedin Faceto Faceinteractions;

Á An increaseof approx. 34,000CustomerContactsoverall.
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Target Trend Status

Council Tax Duethat was 
collected

% in period (ytd) 96.84% 96.62% 95.97% 30.88% 56.21% 56.67% ҩ

Council Tax Collection

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

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

ҫ

Propertiessurplus Numberat end of period 30 39 39 36 - ҫ

Properties marketed Number at end of period 5 7 5 8 - ҩ

Properties under offer Number at end of period 16 15 12 15 - ҩ

Property

Observations:  
Collection levels in Q2 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:
Three sales have settled in Q1 resulting in capital 
receiptsof £44k being generated. While the residential 
property market has seen significant rises in demand 
and sale prices over the last 12 months the Councils 
surplus assets are more for development opportunities 
or commercial properties. Demand and offers for 

surplus assets recently are encouraging and we 
continue to bring properties to the market when the 
opportunity arises. The year end Target is currently 
subject to review by the Capital Receipts working 
group.
A review of the surplus assets has been undertaken 
with a total number of 36 made up of 8 currently on 

the market for sale, 15 under offer and 13 waiting to be 
brought to the market or subject to Community 
interests. There is considerable ongoing interest from 
companies looking for business development plots with 
ten ongoing discussions. While these are subject to 
planning consent it is hoped these will lead to sales and 
employment opportunities throughout the Borders.
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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

93.0% 89.3% 84.9% 82.5% 79.4% 78.5% 76.3% 75.0%
67.5%

0%

20%

40%

60%

80%

100%

P
e

rc
e

n
ta

g
e

How many council buildings are suitable for their current use?

99.7% 98.2% 95.7%
88.6% 88.1% 87.6% 83.0% 82.4%

63.1%

0%

20%

40%

60%

80%

100%

120%

P
e

rc
e

n
ta

g
e

How many council buildings are in a satisfactory condition?

85.0%

83.0%
84.1%

83.4%

84.9%

79.6% 79.8%
80.8%

82.1% 82.5%

76%

78%

80%

82%

84%

86%

2015-16 2016-17 2017-18 2018-19 2019-20

P
e

rc
e

n
ta

g
e

How many council buildings are suitable for their current use?

Scottish Borders Scotland

60.0%

59.9% 62.1% 61.0% 63.1%
81.5%

84.5% 86.3% 87.2% 88.6%

0%

20%

40%

60%

80%

100%

2015-16 2016-17 2017-18 2018-19 2019-20

P
e

rc
e

n
ta

g
e

How many council buildings are in a satisfactory condition?

Scottish Borders Scotland

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 2 - JULY 2021 to SEPTEMBER 2021



For more on performance visit www.scotborders.gov.uk/performanceor email performance@scotborders.gov.uk
Correct at time of publication: 05 November 2021

20

Complaints Handling

Observations:

The percentage of complaints closed within 5 working days 
at the first stagehas decreased by 5.03% in Quarter2 
(2021/22) compared with Quarter 1 (2021/22) (79.89%). This 
has increased by 5.76% when comparing with Quarter2 of 
2020/21 (69.1%). 

Quarter2 (2021/22) experienced a decrease of8.52 working 
days to respond to complaints at the investigation stage 
when compared to Quarter 1 (2021/22) (27.67). In 
comparison to Quarter2 in 2020/21 there has been a 

decrease of 3.65 working days (22.8).

Quarter2 (2021/22) has seen a decrease of 0.54 days taken 
to respond to complaints after they have been escalated in 
comparison to Quarter 1 (2021/22) (19.71). In comparison to 
Quarter2 in 2020/21 the number of days increased by 2.57 
(16.6). Our target is working 20 days.

We use our Customer Relationship Management System to 
manage complaints within the allocated timescales. We also 
provide refresher training where necessary.

Quarter 2 (2021/22) experienced a decrease of 4 complaints 
closedwhen compared with Quarter 1 (2021/22) (215). When 
compared with Q2 of 2020/21 there has been a decrease of 
22 complaints closed (233).

рр҈ ƻŦ ŎƻƳǇƭŀƛƴǘǎ ǿŜǊŜ ŎƭŀǎǎƛŦƛŜŘ ŀǎ ΨWǳǎǘƛŦƛŜŘΩ ŀƴŘ оф҈ ŀǎ 
Ψ¦ƴƧǳǎǘƛŦƛŜŘΩΦ Lƴ ŀŘŘƛǘƛƻƴ с҈ ŎƻƳǇƭŀƛƴǘǎ ǿŜǊŜ ŎƭŀǎǎƛŦƛŜŘ ŀǎ 
ΨtƻƭƛŎȅΩΦ ²ƘŜǊŜ ŀ ŎƻƳǇƭŀƛƴǘ Ƙŀǎ ōŜŜƴ ƭƻƎƎŜŘ ŀƴƻƴȅƳƻǳǎƭȅ ƻǊ 
from someone out with the area it cannot be attributed to a 
locality and therefore shows as undefined. 72.51% of 
complaints closed wereundefined in Quarter 2. 

Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 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 26.3 5 ҩ

Complaints Closed at Stage One 
within time

% Closed within5 working 
days

81.0% 80.6% 73.14% 79.89% 74.86% 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 20 ҫ

Complaints Closed at Stage Two 
within time

% Closed within 20 
working days

73.9% 70.2% 59.55% 50% 62.96% 100% ҩ

Complaints Closed ςEscalated ςavg 
days

Average time to process in 
days

14.83 20.23 18.19 19.71 19.17 20 ҫ

Complaints Closed ςEscalated ς
within time

% Closed within 20 
working days

78.6% 62.4% 81.67% 71.43% 50% 100% ҫ

Number of Complaints Closed Number in period 645 614 742 215 211 - ҫ
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Complaints Handling ςHow do we compare to others ? (SBC Complaints Annual Report 2018/19)

Sources: Scottish Borders Council Complaints Annual Report 2018/19

Complaints Closed by Stage Complaints Closed by Stage

Complaints Closed Against TimescalesComplaints Upheld / Not Upheld

2017/18 2018/19

SBC Family 

Group

Scotland SBC Family 

Group

Scotland

Stage One 75.4% 78.6% 88.9% 78.4% 75.3% 87.1%

Stage Two 20.8% 18.7% 8.4% 17.2% 21.3% 9.7%

Escalated from 

Stage One

3.8% 2.7% 2.6% 4.3% 3.4% 3.1%

2017/18 2018/19

SBC Family 

Group

Scotland SBC Family 

Group

Scotland

Stage One 4.0 8.6 8.1 4.6 7.9 7.1

Stage Two 17.7 18.2 23.8 18.2 18.5 29.9

Escalated from 

Stage One

18.0 18.9 15.5 14.9 20.3 23.0

2017/18 2018/19

SBC Family 

Group

Scotland SBC Family 

Group

Scotland

Stage One -
Upheld

42.0% 44.7% 65.8% 36.8% 47.9% 64.5%

Stage One - Not 
Upheld

58.0% 55.3% 33.5% 63.2% 52.1% 34.6%

Stage Two -
Upheld

38.2% 36.9% 53.5% 45.0% 36.8% 55.9%

Stage Two - Not 
Upheld

61.8% 63.2% 46.2% 55.0% 63.1% 44.1%

Escalated from 
Stage One -
Upheld

50.0% 39.6% 54.0% 39.3% 48.2% 52.3%

Escalated from 
Stage One - Not 
Upheld

50.0% 60.4% 46.5% 60.7% 51.8% 47.4%

2017/18 2018/19

SBC Family 

Group

Scotland SBC Family 

Group

Scotland

Stage One 86.4% 64.5% 62.9% 81.0% 61.3% 65.0%

Stage Two 67.4% 79.4% 76.6% 73.9% 71.0% 58.2%

Escalated from 

Stage One

53.8% 65.3% 61.5% 78.6% 61.2% 67.4%
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 21-22 Target Trend Status

% of FOI requests completedon 
time

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

Number of FOIrequests received Number in period 1,418 1,254 959 264 276 - ҩ

Freedom of Information Requests (FOI)

Observations:

The /ƻǳƴŎƛƭΩǎFOI performance has shown a decreasein the percentage of responses
completedon time. Lastquarter an averageof 86%responseswere completedon time and
this has declined to 80%. However,the number of requests for information receivedhas
increasedslightlysincethe lastquarter from 264to 276.

Servicesare encouragedto publishasmuchinformation aspossibleon the/ƻǳƴŎƛƭΩǎwebsite
to limit the number of requests received. However, despite this, the Council routinely
receivesrequestsfor information relating to matters out with the /ƻǳƴŎƛƭΩǎknowledge,such
ashousingstockor externallibraries. TheInformationManagementTeamendeavourto deal
with these type of straight forward requestscentrally (sometimeswithout loggingwith the
option for the Applicant to receivea formal responseunder the correct legislation). This
reduces time and pressure on other staff. Resilient Communities is in the process of
implementinga customerWebChatsolution on selectedwebpagesof the /ƻǳƴŎƛƭΩǎwebsite.
It is expectedthat the FOIwebpagewill be piloted in the New Yearand it is hopedthat this
will allow the Information ManagementTeamto improvenavigation,format and content to
help reducethe numberof requestsreceived.

Eight Applicantswere dissatisfiedwith their original responseor the /ƻǳƴŎƛƭΩǎfailure to
provide a response. Sixof these review meetingswere held in Augustwhich is the highest
number of reviewsheld sinceMay 2019. Thesemeetingscan be time consuming. A review
group consistsof the Senior Information RiskOwner (SIRO),Solicitor, IndependentSenior
Officer, Information Officer and individualsinvolved in providingoriginal response. For the
review requestsreceived in Septemberthe number of upheld responseswas higher than

overturned. It is worth notingthat no requestsfor reviewwere receivedin September.

Thereare a varietyof reasonswhy FOIsmissthe deadlineor a requestfor reviewandappeal
is submitted, someof which are legitimate e.g. ǘƘŜȅΩǊŜcomplexand require quite a bit of
work. Other reasonscan include, for example,servicesnot readingthe question correctly,
providing incompleteor inaccurateresponses,providingone word answers,respondingtoo
late or not givingenoughtime for ServiceDirectors/SeniorOfficersto review/signoff. It is
worth noting that Applicantscan requesta review solelyon the /ƻǳƴŎƛƭΩǎfailure to respond
within the legislative timescale. Servicesare encouragedto set up meetings to discuss
complex requests as a significant amount of time can be spent in emailing officers
individually. A number of responses,in particularattachments,continueto includesensitive
informationsuchaspersonaldata,commerciallysensitivedataor confidentialdata. Wherean
exemptionallowssuchinformation to be withheld, this information must be highlightedfor
redaction accordinglyby Officers or Information AssetOwners. This sometimesdoes not
happenor the reasonsfor withholdingthe informationarenot provided(the reasonsmustbe
includedin the/ƻǳƴŎƛƭΩǎfinal responseandthe publicinterest test applied,if required).

Therehasnot beenanymovementon the FOIproject to review the processfor requestsfor
information, reviewsand appeals. It is envisagedthat this will be taken forward under the
secondphaseof the DigitalCustomerAccess(DCA)project.

OUR SERVICES FOR YOU
OUR PERFORMANCE DURING QUARTER 2 - JULY 2021 to SEPTEMBER 2021



For more on performance visit www.scotborders.gov.uk/performanceor email performance@scotborders.gov.uk
Correct at time of publication: 05 November 2021

23

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

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

Social Media

Observations:
In the second quarter of 2021/22 the total reach of all 344 Facebook posts on the SBC corporate account was 2,100,362, with 74,198 post engagements. The number of 
followers increased by 103 over the quarter. Our Twitter posts during the period were seen 281,766 times, with 5,932 engagements. The number of followers increased by 
73. An issue with the Twitter report 1 week in Q2 meant figures were not available for this week. Based on the weekly averages over the quarter, the missing week would 
add a further ~456 engagements to the Q2 total ςadjusting the Q2 total to 6.3k engagements. 
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Performance Indicators Basis 18-19 19-20 20-21 Q1 21-22 Q2 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% 92% ҩ

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% 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 at 
www.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.

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 & Q2 of 2021-22 has seen a 
significant increase in new entries for the same period, 
exceeding the figures for the years from 2017-18 to date by 
between 14% (2018/19) and 189% (2020-21).

The target of 92% of entries made within 3 months has been 
exceeded for Q1 & Q2whilst at the same time surpassing the 
total numbers for 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 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 & Q2has exceeded 

those for 3 of the 4 previous financial years for the same 
period by between 12 & 28% with 83% of the amendments 
made within the target.
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Performance Indicators Basis *18-19 19-20 20-21 Q1 21-22 Q2 21-22 Target Trend Status

SBC AbsenceRate ςStaff
Annualabsence rate % to 
end of quarter reported 5.03% 5.23% 4.74% 5.02% 4.71% - ҩ

SBC AbsenceRate ς
Teaching Staff

Annualabsence rate % to 
end of quarter reported

3.34% 3.48% 1.98% 3.13% 2.42% - 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 remain slightly high when compared to the same period in 20/21 
(Staff ς4.41% and Teaching ς1.88%). The increased figures are linked to the impact of 
the CV-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 Target Trend Status

AttendanceςPrimary Schools %Attendance in period 95.3% 94.4% 97.1% 95.4% 93.6% 95% ҫ
Attendance ςSecondary Schools %Attendance in period 91.2% 91.0% 97.9% 89.6% 89.8% 92% ҫ
School Attendance ςOverall %Attendance in period 93.2% 92.7% 97.5% 92.5% 91.7% - ҫ
Exclusion IncidentsςPrimary Schools Numberin period 31 46 3 2 0 - ҫ

Exclusions (students) ςPrimary 
Schools

Numberin period 29 38 3 1 0 - ҫ

Exclusion Incidents ςSecondary
Schools

Numberin period 263 158 47 11 16 - ҩ

Exclusions(students) ςSecondary
Schools

Numberin period 236 153 46 11 16 - ҩ

School Exclusion Incidents ςOverall Numberin period 294 204 50 13 16 - ҩ

School Exclusions(students) ςOverall Numberin period 265 191 49 12 16 - ҩ

School/ Nursery Inspections Numberin period 15 5 0 3 0 - -

Schools

Observations:
Both Primary and Secondary attendance shows a deterioration in Q2 21/22 when compared to 
the same period in 20/21 quarter (Primary ς94.2% & Secondary ς91.7%). 

A similar picture is evident in exclusion figures. As more students attend schools, there is 
greater risk of exclusion incidents occurring. Although, 0 exclusion incidents occurred in Primary 

Schools during Q2 21/22.

0 nursery inspectionswere carried out by the Care Inspectorate during Q2 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 Target Trend Status

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

% at end of period 70% 64% 63% 66% 65% 70% ҩ

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

% at end of period 84% 80% 81% 83% 81% 80% ҩ

Number of Looked After Children Number at end of 
period

202 200 180 186 189 - ҫ

Inter-agency Referral Discussions - child Number inperiod 590 475 422 108 99 - ҫ

Child Protection Register Number at end of 
period

46 30 53 35 46 - ҩ

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 81%in Q2
21/22.

TheoverallNumber of LookedAfter Childrenshowsa slight
increaseon the previousquarter although is lower than the

sameperiod in 20/21 (193). This is snapshotdata and does
not take in to account fluctuations throughout the period.
Thistoo will be affectedby the implementationof Continuing
Care.

The number of Inter-agency Referral Discussions (IRD)
continues to fluctuate over the quarters. IRD's provide a
whole systemco-ordinated approachto ensuringvulnerable
children are highlighted, supported and their situation
monitored to provide stability. Q2 21/22 has decreasedfor
the 4th consecutivequarter and shows a reduction in the
number of IRDsundertakencomparedto the sameperiod in
20/21 (118). Thenumber of children on the ChildProtection
Register has increased when compared to the previous

quarter; however, shows a similar volume of registrations
compared to the same period in 20/21. As with the LAC
figure, this is a snapshotat the end of the period andŘƻŜǎƴΩǘ
takein to accountfluctuationsthroughoutthe period.
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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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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 Target Trend Status

New Modern Apprentices employed 
this year

Cumulativein year 
number

33 39 28 8 37 - ҩ

Number of Current Modern 
Apprentices

Number at end of 
period

34 50 45 46 57 - ҩ

Modern Apprentices securing 
employment with SBC after MA

Cumulativein year 
number

11 14 24 3 12 - ҫ

Modern Apprentices

Observations:

We continue to see MA opportunities offeredin avariety of councilDepartments.In 
addition to normal recruitment of MA's, Young Persons Guaranteefunding 
hasenabled us to offer additional MA's to young People in the Borders.

Over the last 3 months, there has been a significant increase in recruitment of 
apprentices totalling 37 for the first half of the year. These apprenticeships are taking 
place within the following departments: Assets & Infrastructure, Human Resources, 
Children & Young People, Customer & Communities and Finance & Corporate 
Governance.

SBC currently employ 57 apprentices throughout the organisation. Since April 2021, 
SBC have advertised 30 apprenticeship opportunities. 
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