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Report By: Aubrey Fawcett Report No: PR/091/13/AF/JB
Contact Officer: Jan Buchanan Contact No: 01475 712225
Subject: Environment, Regeneration & Resources Corporate Directorate

Improvement Plan 2013 - 2016

1.0 PURPOSE

1.1 The purpose of the report is to seek approval for the Corporate Directorate
Improvement Plan for the Environment, Regeneration and Resources Directorate for
the period 2013 — 2016.

2.0 SUMMARY

2.1 In line with the Council's Strategic Planning and Performance Management
Framework the attached Plan provides the focus for the strategic direction and key
programmes, actions and improvements which will be delivered by the Directorate
between 2013 and 2016. The Plan covers directorate activities which fall under the
direction of both the Environment and Regeneration Committee and the Policy and
Resources Committee.

2.2 Over the coming years, the Directorate will face challenges in delivering the Inverclyde
Alliance’s vision for Inverclyde, none more so than addressing the continued
significant downturn in local and global economies and the decline in local population.
The Directorate will also assist in the organisational transformation of Inverclyde
Council. In this regard the Directorate will help deliver a future where:

¢ Inverclyde is seen as an area of outstanding success with significant physical,
economic, cultural and social attributes

e The ‘gap’, in terms of learning, attainment and prosperity, between other more
successful areas and those currently in need, has significantly narrowed

e We have confident and cohesive communities where people are actively
engaged in the regeneration of their areas

2.3 The Improvement Plan has been developed within a range of national policies and
legislation whilst recognising local issues and established policies and strategies. In
addition, individual service Statements have been developed which are available for
Members’ review through the Council’'s website.

3.0 RECOMMENDATIONS

3.1 Members are asked to approve the Environment, Regeneration & Resources
Directorate Improvement Plan 2013 — 2016 as outlined in Appendix A.

3.2 Members are asked to note the Service Statements for Environment, Regeneration &
Resources Directorate as outlined in Appendix B.

Aubrey Fawcett
Corporate Director
Environment, Regeneration & Resources
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BACKGROUND

The Environment, Regeneration & Resources Directorate Improvement Plan 2013 —
2016 has been developed in accordance with the guidance approved by Members for
the preparation of the Corporate Directorate Improvement Plans (CDIPS).

The Directorate’s previous plan activities have been reviewed and attention has been
given to identifying improvements within overall service delivery. In addition, each of
the current six Service areas has developed Service Statements, which contain a
description of the services provided and indication of the service standards expected.
These are accessible through the Council’s website and are attached in Appendix B
for Members’ information.

PROPOSALS

It is proposed that Members approve the appropriate elements of the Environment,
Regeneration & Resources Directorate Improvement Plan 2013 — 2016 as outlined in
Appendix A which specifically relate to the relevant committee and in the main are
aligned with the Service areas as follows:

Environment and Regeneration Committee

Property Assets and Facilities Management

Environmental and Commercial Services

Regeneration and Planning

Policy & Resources Committee

ICT

Finance Service

Legal and Democratic Services

Members are asked to note the Service Statements for Environment, Regeneration &
Resources Directorate as outlined in Appendix B.

IMPLICATIONS
Financial Implications — One off Costs
Cost Centre | Budget Budget Proposed Virement | Other Comments
Heading | Year Spend this From
Report
Directorate 20013/15
Budget Lines

Financial Implications — Annually Recurring Costs/ (Savings) — none in addition to
those previously advised.

Cost Centre | Budget With Annual Net | Virement Other Comments
Heading Effect Impact From (i
from Applicable)
n/a n/a n/a n/a n/a n/a

Human Resources and Legal Services: The Heads of Legal Services and
Organisational Development and Human Resources have been consulted on this
report.

Equalities: All related equality issues will be appropriately considered in relation the
proposals identified above.

Repopulation: It is envisaged that some of the improvements and actions identified
within the Plan will contribute to stabilising and growing the Inverclyde population.

CONSULTATION

The Corporate Management team has reviewed all three CDIPs.
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This document can be made available in other languages, large print, and
audio format upon request.

Arabic
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Cantonese
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Gaelic
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Hindi
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Mandarin
AXHBHITNER, FFERAELCEXRBFAFERRER, LFTHEXRKT®.
Polish

Dokument ten jest na zyczenie udostepniany takze w innych wersjach jezykowych, w
duzym druku lub w formacie audio.

Punjabi
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Urdu

...f‘_'./’f[f:{ébj&_bé:ﬂl‘jg{ JJJ//_”J. WAL, LJ/-CZ:PJ:,/?M[?J)
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1 Introduction

1.1 On behalf of the Environment Regeneration and Resources Directorate, | am
delighted to present our Directorate Improvement Plan for 2013 -16. The Directorate
Improvement Plan is an integral part of the Council’s strategic planning and
performance management framework. It assists in shaping the strategic direction
and key programmes, actions and improvemenis which the Environment,
Regeneration and Resources Directorate will deliver in the period up to 2013-16.

1.2 Over the coming years, the Directorate will face challenges in delivering the
Inverclyde Alliance's vision for Inverclyde, none more so than addressing the
continued significant downturn in local and global economies and the decline in local
population. The Directorate will also assist in the organisational transformation of
Inverclyde Council. In this regard the Directorate will help deliver a future where:

o Inverclyde is seen as an area of outstanding success with significant physical,
economic, cultural and social attributes

e The ‘gap’, in terms of learning, attainment and prosperity, between other more
successful areas and those currently in need, has significantly narrowed

e We have confident and cohesive communities where people are actively
engaged in the regeneration of their areas

1.3 In particular we will support major Initiatives including:-

e Roll out various initiatives aimed at stabilising the local population

Our physical assets and resources are efficiently and effectively managed

Our governance and administrative arrangements are appropriate for a 21

century customer facing organisation

We continue to implement the Flood Prevention Plan

We will implement the Roads Asset Management Plan

Our recycling performance meets the Scottish Government recycling targets

We are implementing changes introduced through the Welfare Reform Act

Implementation of the School Estate Strategy continues, the new Port

Glasgow Community Campus and refurbished St Columba’s High School and

Mearns Centre due for delivery in 2013 and refurbishment of Ardgowan

Primary School due to commence.

e Implementation of the Office Rationalisation programme with work starting in
Wallace Place, former Central Library and Port Glasgow Officers
refurbishment in 2013

o Development of the Deport Rationalisation programme continues, with work
continuing at Pottery Street and commencing at Kirn Drive 2013.



1.4. We will lead and support signiﬁcént regeneration and area renewal initiatives
with external partner organisations namely, Riverside Inverclyde, and other
organisations in the Inverclyde Alliance. We will also work alongside other
Directorates and Partners to drive forward the delivery of Inverclyde’s Community
Plan, the Single Outcome Agreement and the Council's Corporate Statement. We
will implement the changes introduced through the Welfare Reform agenda
supporting the Registered Landlords and community during the transition. We wiill
continue to look at areas where we can share services with neighbouring local
authorities and third sector organisations in order to delivery further efficiencies and
protect front line services.

1.5. This is a three year plan, which will support the delivery of the Corporate
Statement Getting It Right For Every Child, Citizen and Community. With the help of
our partners we will review the plan on an annual basis to ensure the actions
contained in it are still relevant to deliver the wellbeing indicators fo support the
vision — Safe, Health, Achieving, Nurtured, Active, Respected & Responsible and
Included - SHANARRI.

I hope the information contained within this Plan gives you an insight into the work of
the Environment Regeneration, and Resources Directorate.

Aubrey Fawcett Corporate Director, Environment Regeneration and Resources



2 Strateg'ic Overview of the Directorate

2.1 The primary role of Environment, Regeneration and Resources Directorate is to
bring together those services that support the regeneration of the area together with
those that deal with the development and maintenance of the Council's physical
assets and infrastructure to promote integrated working and enhance service
delivery. To lead and deliver modernisation and continuous improvement across the
organisation enabled through robust financial planning and management.

2.2. The Directorate is committed to delivering high quality professional and efficient
services which are responsive to our customers’ needs. To achieve a high standard
of customer care and satisfaction through the effective delivery of our services and to
deliver best value services to the Council and local stakeholders which provide
positive outcomes for our customers. We will continue to listen and respond to our
customers ensuring continuous improvement whilst maintaining and building upon
strong working relationships with our customers and communities.

2.3. The Directorate is made up of 6 services however an approved management
restructure will reduce this to 4 services with ICT becoming part of the Finance
Service, Legal and Democratic Services merging with Property Assets and Facilities
Management moving to the Environmental and Commercial Service. This restructure
will be fully implemented by 31 March 15 to deliver budgeted efficiency savings.

2.4 The Directorate Management Structure below details the responsibilities within
the current structure. More details of each Service remits and contact details can be
found at the following links.

Finance Service

Legal and Democratic Services

Property Assets and Facilities Management
Environmental and Commercial Services
Regeneration and Planning

ICT
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3 National and Local Context

National Context

3.1 The Environment Regeneration and Resources Directorate in common with other
directorates faces a diverse and complex range of challenges and opportunities over
the next three years. These will be generated from both a national and a local level.
National influences that will affect service delivery include:

The continued support of the Scottish Government's Economic Recovery
Programme to respond to the economic downturn and the re-shaping of the
Scottish Government's Economic Strategy with a particular focus on increased
sustainable growth.

The economic downturn will bring both challenges and opportunities.

Scottish Planning Policy 2

National Planning Forum 3

Zero Waste Scotland Strategy

The Waste (Scotland) Regulations

Flood Risk Management (Scotland) Act 2009

Continued support of Business Gateway function within Local Authorities.

Welfare Reform Act 2012

New European Structural Funds Programme 2014-2020

- The continued management of Regeneration Funding, with contracted delivery of

end to end and specialist employability services.

Ongoing development of National Training Programmes, including additional
resources for targeted Youth Employment activity.

Health and Social Care Integration

Glasgow Commonwealth Games 2014.

Local Context

3.2 The Directorate covers a very disparate range of services and this is reflected in
the wide range of programmes/projects and improvement actions, which link to all
five strategic outcomes listed in the Corporate Plan. Local influences that will affect
service delivery include:

Single Outcome Agreement.

Corporate Statement 2013-17

Equality agenda.

Public Sector Improvement Framework Actions

Play Area Strategy.

Tourism Strategy

Inverclyde Economic Regeneration Strategy/plan

Local Development Plan

Inverclyde Council Waste Strategy

Community Learning and Development and Community Engagement Strategies.



Parking Strategy

Inverclyde Employability and Inclusion Programme

Inverclyde Youth Employment Action Plan

Inverclyde Community Benefits programme.

Council Financial Strategy

Schools Estate Strategy.

Customer Service Strategy

Office Rationalisation Programme

Depot Rationalisation Programme

Citizens' Panel Results

Business Continuity Planning and Risk Management

External funding — Coastal Communities and Heritage Lottery Fund.
Roads Asset Management Plan

Local Transport Strategy

ICT Strategy

The development and implementation of the Council's Internal Audit Plan

3.4 These influences will impact on the work of the Directorate in the following key

areas.

The ongoing redevelopment of Inverclyde in partnership with Riverside Inverclyde
and Registered Social Landlords.

The operational governance arrangements for the Regeneration Fund and its
ongoing implementation.

The completion and ongoing implementation of the Council’'s Asset Management
Plan.

The Central Gourock and Port Glasgow Development projects

Completion of the Strategic Leisure Sites strategy

Improved linkages between social, cultural, economic and physical regeneration
in Inverclyde.

The implementation of the Risk Management Strategy
Continued development of shared services

4 Customer Focus

4.1 The customer base of the Directorate is varied and wide. It includes all
Inverclyde citizens, businesses, third and public sector partners, children and their
parents as well as Registered Social Landlords (RSLs) In addition, the Directorate

also provides support to colleagues within the Council through the functions of

Finance, ICT, Legal and Property Assets and Facilities Management.

4.2 Customer engagement takes place through a number of formal and informal
routes. In some areas such as the preparation and production of the Local
Development Plan there is a statutory obligation to consult with developers and



consultants as well as other public sector and third sectors organisations. This is
done through correspondence and meetings.

4.3. There are regular meetings with the business community to promote business
support products and employability opportunities, presentations delivered to local
architects and surveyors on changes to planning and building legislation. Face to
face engagement with Community Council and school children to inform the planning
of play areas. For all major schools projects extensive consultation takes place with
staff, parents and pupils. Waste Collection has been consulting with local residents
in advance and their views taken on board when designing new services such as
food waste collection services. There are a number of planned presentations and
information sessions in respect of the overall waste strategy and regular feedback is
encouraged and acted on. Regular presentations and meetings take place with
RSLs and third sector organisations to ensure that they are updated on changes to
legislation affecting citizens on benefits and council tax reduction, this is particularly
important as the changes introduced by the Welfare Reform Act 2012 are
implemented. Every two years there is a citizens panel which provides feedback on
service across the whole Directorate. The Customer Service Strategy has also
highlighted plans to conduct surveys and questionnaires to provide feedback from
the community.

5 Equality

5.1 The Environment, Regeneration and Resources Directorate is committed to
ensuring equality of opportunity in everything that it does. The Head of Education
chairs the Corporate Equality Group, which takes the lead in ensuring the Council
meets its duties under the Single Equality Act 2010.

5.2 Services carry out Equality Impact Assessment on any new or significantly
changing policies, str_ategies and procedures, as well as on budget savings. EIAs
completed or planned by the Directorate include:

¢ [nverclyde Core Paths Plan (completed)
¢ Inverclyde Economic Regeneration Strategy (completed)
¢ Inverclyde Local Development Plan:
Main Issues Report (MIR) and post MIR (completed)
¢ Inverclyde Local Development Plan:
Proposed Plan (pending)
e Customer Service Strategy (completed)



6. Environmental Sustainability

6.1 Environmental Sustainability is a key consideration across the Directorate both
internally and externally. Through the Carbon Management team the directorate is
educating employees on the importance of recycling office waste, importance of
turning off monitors and heating when not in the office. There is a sustainability
assessment carried out by procurement for all goods and services over £50k.

6.2 Considerable efforts within the Environmental and Commercial Services are
contributing to the Council's and Scotland’s sustainability strategies through a
number of service areas such as recycling and waste reduction initiatives, newer,
cleaner less polluting vehicles, lower energy street lighting and reduced impact road
and pavement repairs.

6.3 ICT have introduced a number of initiatives to reduce the Council’s energy
consumption and therefore reduce our Carbon footprint including energy efficient
PCs and servers along with Night Watchman which is an automatic scheduled
shutdown. Planned work in the data centre includes reducing the number of servers
with energy efficient lighting and fewer and more energy efficient air conditioning
unit.

6.4 Property Assets and Facilities Management works towards improving the
sustainability of the Council's Property Estate in a number of ways including
improving the energy efficiency and water use in buildings, incorporating energy
generation in projects, specifying timber from sustainable sources and making waste
reduction plans compulsory for Council building contracts

7. Risk Management

7.1 The managerhent of risk is an integral part of the Directorate with service and
corporate risks being reviewed and updated on a regular basis. A copy of the latest
Directorate Risk Register is attached at Appendix 1.

Risk is focused around four key areas:-

*,
.0

Financial

Reputation

Legal and Regulatory

Operational and business continuity

*
00.00

-
*

*
0.0

7.2. There are key controls in place across the Council to manage the financial risks.
As the Council's budget is reduced and more demands placed on services robust
financial monitoring is required to ensure service delivery remains effective whilst
delivering value for money. In addition to monthly financial reporting to CMT and
reporting to Committee the long term financial strategy is reviewed and approved



every six months by CMT and Council. Our approved three year budget will also
provide the timescales to deliver the planned budget reductions.

8. Competitiveness

Directorate Competitiveness Statement

8.1 As part of its requirement to demonstrate Best Value the Environment,
Regeneration & Resources Directorate requires to set out its approach to the
Competitiveness agenda as part of the Corporate Directorate Improvement Plan.

8.2 Competitiveness is a complex area and is not simply an.issue of delivering
services for the least cost. Benchmarking of both cost, quality and performance will
however play a key part in the on going assessment carried out by Services which
make up the Environment Regeneration & Resources Directorate. In addition
market testing is carried out within Environment & Commercial Services and
Property Assets & Facilities Management Services.

8.3. The recently issued Solace/Improvement Service benchmarking information will
also inform areas where the Directorate will focus attention to carry out further
detailed internal analysis in addition to learning from higher performing Councils.

8.4 There are six Solace Indicators within the Directorate which are in the 4"
quartile, it is intended that during the period of this plan to improve recording and
reporting data and examine if there are ways to improve performance. These will be
monitored and reviewed through the performance indicators at appendix 1, or as a
specific action in the directorate plan.

8.5. A number of Services already participate in well established benchmarking
groups such as:

a) ICT Services — SOCITIM

b) Environmental & Commercial Services — APSE, SCOTS

c) Property Assets & Facilities Management — APSE

d) Finance Services — CIPFA, Treasury Management Forum, PCA
e) Regeneration and Planning SLAED

8.6 In addition, all Services within the Directorate participate in the Council's
Performance Management Framework and report performance via KPI’s, SPI's and
participate in other informal benchmarking relationships with other Councils.

8.7 As a result of the continued pressure on Council budgets then the services within
the Environment, Regeneration & Resources Directorate are delivering services at a
high level of performance with less funding in real terms than previous years and this
trend will continue over the next 3 year period. This clearly demonstrates improved



value for money in service delivery and officers are committed to continue to drive
out efficiencies when the opportunities arise.

9. Corporate Improvement Groups

9.1 The Corporate Director of Environment, Regeneration and Resources is
responsible for chairing two Corporate Improvement Groups (CIG): the Asset
Management CIG and the Modernisation CIG.

9.2 The Assets Management Corporate improvement Group is responsible for the
overall management of physical assets such as Properties, Roads and open spaces
as well as the ICT infrastructure. It oversees three major strategic plans, the Property
Asset Management Plan, the School Estate Asset Management Plan and the Roads
Asset Management Plan. These Asset Plans identify the major capital investment
works the Council requires to make in order to achieve its objectives and the Assets
CIG monitors progress on the Capital programme, both in terms of physical progress
and financial management, monitoring both the overall coat and the spend profile.
The Asset CIG has a sub Group, the Capital and Asset Management Sub Group,
which monitors the expenditure on the Capital Programme.

9.3. The Modernisation Corporate Improvement Group oversees a range of
modernisation work programmes at a strategic level to ensure all dependencies
between the work programmes are coordinated effectively. This programme of work
currently includes the development of the Tri-Council ICT Shared Service, the
procurement and implementation of the Council's new EDRMS, the piloting of
Flexible/Home/Mobile Working methods, the implementation of other major systems
and the development and implementation of the Council's Customer Services
strategy.

9.4. The Modernisation CIG also oversees the Office Rationalisation Programme, as
this is closely linked with the flexible working pilots and the introduction of the new
EDRMS.



10. Directorate Resource Statement

Resource Statement
Envrionment, Regeneration & Resources
2013/14 2014/15 2015/16
Service E Nﬂ'm ETE E Nﬂ.m ETE E Nﬂ'n EIE
£000's £000's £000's

Director 159 1 159 1 159 1
Regeneratin & Planning 4,817 43.59 4,691 43.59 4,274 40.59
Property & Facilities Management 3,656 352.64 3,316 342.04 3,159 330.44
Environmental & Commercial Services 14,328 342.24 14,107 340.24 13,760 331.24
Environment & Regeneration Committee Total 22960 739.47 22273 726.87 21352 703.27
Finance 10088 * 129,52 4,861 127.52 -4,981 125.92
IcT 2,145 38 2,176 38 2,019 36
Legal & Demacratic Services 1,716 33.08 1,709 33.08 1,580 29.08
Policy & Resources Committee Total 3861 200.6 8746 198.6 8580 191
E?:‘::::t:";::;ge"mm" Sheemice 26821 940,07 31019 925.47 29932 894.27

Includes funding for Council Tax Reduction Scheme from Scottish Government, 14/15 and 15/16 funding not yet released.

11. Self Evaluation and Improvement Plan

11.1 The following Improvement Plan for the Directorate covers the 3 year period of
this plan and has been developed based on robust self evaluation using both formal
(such as external audit) and informal self evaluation techniques (such as service self
assessment). A self evaluation toolkit containing a range of self evaluation toolkits
has been developed'and this will be rolled out across all services and so that self
evaluation becomes further embedded in our service planning and delivery on an

ongoing basis.
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2.8 Finance Service Statement

Overview of Sewicé

Finance Service delivers a wide range of Financial Services to both external
customers and internal services. These services cover the traditional core services
of Accountancy, Treasury, Insurance, Banking, Council Tax and Benefit processing
to qupora_te Procurement and the Customer Service Centre.

Statement of Service Objectives
Accountancy

e Comprehensive financial management service to all parts of the Council-
including essential business support to front line services

° Tec'hhica'l‘ Accountancy including statutory finance requirements set out by
Scottish Government and Audit Scotland

« Essential business support to the Council including Treasury, Insurance
Banking, Creditors & Client Finance Support to the CHCP.

Revenues

° Biiling and collection of Council, Tax, Non Domestic Rates and Sundry Debt.
® Collect monies on behalf of Scottish Water and ensure compliance with the
Service Level Agreement

o Debt recovery for the Council in partnershtp with the Council's Debt
Management Partner.



Benefits and Customer Services

e Management and provision of an effective Housing Benefit and Council Tax
Reduction Service

o Protect the public purse through effective prevention of error and fraud.

o Ensure that legislative changes are fully planned and implemented in line
with National and Statutory requirements, while also ‘ensuring that local
factors are taken into consideration.

e Provision of effective Customer Services and that IIEISDI’I is in place with key
internal and external stakeholders such as JobCentre Plus, Registered and

, Social Landlords, CHCP and Third Sector Organisations.
e Development and delivery of the Council’s Customers Service Strategy.
o Administering discretionary payments arising from Welfare Reform.

Corporate Procurement
‘ .o The implementation of a consistent approach to supplier and contract
i management in order to drive value from new and existing contracts.
o Support local businesses and SMEs via open and transparent tendering
procedures that incorporate Community Benefits where applicable
o Implementation of Procurement Strategies for high value contracts to deliver
| \ better services and best value

Service Standards

e Delivery of hlgh quallty qualification free annual accounts are published on the
website at the following link.
http://www.invercliyde. gov.uklcounclI-a_c_l:governmentlperformancelhow—
we-use-our-resourceslannual-accountsl

e Paying suppliers within the 30 day statutory period

e Processing Benefits payments within 24 days and processing benefit claimants
change of circumstances within 6 days. More detanis can be found on our
website at the following link.

http://lwww.inverclyde.qgov. uk/advice-and-benefits/
s Council Tax Collection Target 96.5%

Contact Us
General Enquiries by contacting the Customer Service Centre on 01475 717171

Specific Procurement enquiries e-mail:procurement.helpdesk@inverclyde.gov.uk



Legal & Democratic Service Statement

Legal & Democratic Services provide a range of comprehensive services, comprising both
front line and support services in relation to:

The administration of Commitiees
Services to Members

Legal Services

Internal Audit

Licensing

Services are delivered through five teams.

Committee Services

Services for the efficient organising and administering of the. Council and its
Committee structure and the recording of its decisions.

The co-ordination of Freedom of Information responses for the Council's Services;
responsibility for the Council's Scheme of Publication.

Keeping the Council's Corporate Governance Framework up to date.

Serv!bes to Members

A confidential, comprehensive, administrative and secretarial service to the Council's
20 elected members, including the Leader of the Council and Provost.

Research, members' training and development.
Dealing with cohstituent enquiries and surgery arrangements.

Comprehensive administrative service to Inverclyde Children's Panel and Children’s
Panel Advisory Committee (from June 2013 Inverclyde Area Support Team).

Procurement and Conveyancing

Tﬁe sale, purchase and lease of land.

Advising on Planning Law matters and the administration of the Planning Local
Review Body. '

Providing advice and assistance in relation to all contract and procurement matters,
including ensuring compliance with the European Procurement regime and the
Council's Standing Orders.

Freedom of Information reviews and Community Council liaison.

Licensing, Litigation and Advice



Administration of the Licensing Board and associated regime under the Licensing
(Scotland) Act 2005 and elements of the Gambling Act 2005.

Administration of Civic Government Licensing and the General Purposes Board in
relation to Taxi Licensing and other matters. ‘

Litigation and advice including that relating to Employment Law matters and
Tribunals, Education, Anti Social Behaviour, Child and Adult Protection, Adults with
Incapacity, Permanency Planning and the Adoption Panel.

Internal Audit

Audit services to the Council as well as services in relation to risk management and
business continuity.

Service Standards

Progressing all applicationé for licences in terms of the relevant statutory timescales.

Ensuring the Council's contractual arrangements comply with the statutory regime.



Property Assets and Facilities Management

Service Statement

1. Overview of Service

Property Assets and Facilities Management provides a comprehensive property service to the
Council. This includes management of the Council's General and Education property portfolios,
multi-disciplinary design service and full facilities management service. It has six service areas,
detailed below.

Technical Services

o To provide Design and Project Management Services for new build and refurbishment
contracts

« To carry out option appraisals and feasibility studies

Property Resources

e To provide Quantity Surveying and Cost Management Services for new build and
refurbishment contracts.

o Statutory duties services including Asbestos Management, disabled access, fire risk
assessment, water qualityfiegionella, gas soundness, fixed electrical installations, portable
electrical appliances, lightning protection installations and lift installations

Property Asseis

To maintain an up to date Property Assets: Management System
To Identify surplus and underused or inefficient properties
To liaise with other services fo provide better and more efficient operational properties
To dispose, by sale or lease, surplus properties
_Toacquire, by purchase or lease, additional properties required
To manage non operational properties where occupied
To maintain and return SPI's including DDA, Suitability and Condition,

Construction Services

» To carry out repairs and Maintenance and Minor projects works Contractor for Council
properties § : ;
To provide an Aids & Adaptation works service for the Inverclyde Care & Repair Service.
To provide a reactive and proactive Property Maintenance service for all Council properties,
utilising both the Council's own in house contractor and external contractors.

Facilities Services

To provide Catering Services for Schools and Social Care Facilities
To provide Cleaning Services for all Council premises

To provide Janitorial, Caretaking and Let Officer Services to Schools
To operate Public Conveniences

-
e o0 @

School Estate Team

To develop the Council's School Estate Strategy

To develop an investment plan for each school

To manage the Council's Public Private Partnership (PPP) Schools

To progress the Council's proposals for major Secondary schools projects

1



3.

To progress the refurbishment of all remaining Primary, Nursery and Special schools
To manage the maintenance programme for all schoals

Statement of Service Objectives

To ensure that the Council's Property portfalio is fit for purpose.

To ensure that the Council's property portfolio is run as efﬂciently as possible and that
surplus properties are disposed of

~ To ensure that the Council's property portfolio is properly maintained.

To ensure that all statutory inspections are carried out, appropriate records are kept and
properties are maintained in a safe condition
Ta reduce the carbon footprint of the property portiolio.

To ensure that all building projects are well designed and carried out economically and to a
high standard.. '

To ensure that all Councll property is, as far as is possible, accessible to staff and
customers with disabilities.

To ensure that Facilities Management services are delivered to a high standard.

.Our Commitmént to our Customers

We are committed to:

5.

Providing a high quality service which ensures that Inverclyde Council has a modem and
efficient building stock fit for purpose. '

Providing clear r'eliable and accurate information.

Making contacting us easy and stralghtforward

Providing a service that you regard as effective and would recommend.

What You Can Expect From Us

We will ensure that property is as suitable for its use, sufficient for the occupants needs and
in as good condition as possible, within the constraints of available budgets.

‘We will liaise with you to ensure building works meet your needs.

We will respond timeously to requests for assistance.

How You Can Help Us

In order to ensure that we are meeting the above standards and providing you with a quality
service, you can help us by:

6.

Providing a clear Brief or description of your requirements.
Reporting faults promptly and to the appropriate officer..

Telling us if we have exceeded your expectations or have not delivered a service to your
satisfaction.

How to Contact Us

You can contact us at Property Assets and Facilities Management, Inverclyde Council, 6 Cathcart
Square, Greenock PA15 OLS (tel: 01475 712406)



Environmental & Commercial Service Statement

Overview of Service

Environmental and Commercial Services provide a wide range of Public sector front line services.
The majority of these services are provided to the Councils residents, Local Community Groups
and businesses within Inverclyde on a planned and systematic basis.

Our Service Vision is simple; we have a passion for people, and strive to deliver high quality value
for money services to our customers.

In order for us to achieve our vision we are fully committed to developing and empowering our
greatest asset, our people. Everything that we do is underpinned by having a passion for excellent
employment practice and the delivery of first class customer service.

Our Commitment to our Customers
We are committed to:
e Providing Best Value services which provide positive outcomes for our customers.
» Providing a safe and rewarding working environment for all our employees
» Putfing service quality at the heart of what we do. ‘
e Maintaining and building upon strong working relationships with our customers and
communities.
e _Listening and responding to our customers to ensure continual improvement.
e ' Providing a service of choice.
What you can expect from us
We will provide a professional level of services across all our functional areas
Requests for services and enquiries will be dealt with within agreed timescales.
We will ensure that our customers know what levels of service to expect.
We will consult with you in respect of any s:gnlﬂcant changes to your services

In specific terms each seri.rice has a commitment for its own area of activity high level activity
details are listed below.

Grounds services

s The maintenance of Council owned parks and open spaces including aII plantmg and
arboriculture works.

o The management and maintenance of Whinhill golf Club

» Street cleaning services including mechanical and manual cleaning and the achievement
- of a 70% standard of cleanliness for our streets.

o Fly tipping removal and associated works.

« The development and implementation of an area wide asset plan to include play areas,
open spaces and cemeteries.

» The operation of the Council's crematorium and cemeteries

o A dedicated and discrete appointment system for the registration of births and deaths,
submission of notice papers and uplift of marriage schedules.



Cremation or burial services will be attended to by an experienced member of staff to
ensure that the funeral is carried out in a dignified and professional manner adhering to
the Federation of British Cremation Authorities Code of Practice

Roads and Network Management

The planned and ad hoc maintenance and management of Inverclyde adopted Roads

- Network including pavements, paths and car parks.

The repair of 90% emergency pothales within 24 hours of identification and the repair of
80% of high risk potholes within 7 days

The maintenance and repair of street lighting, and common lighting and traffic light
maintenance. Including the repair of 95% street lights within 7 days and The repair of 98%
of traffic lighting faults within 48 hours

Planned and emergency winter maintenance services including gritting and snow clearing.
Roads design and consultancy services.

Bridge maintenance and management.

Flood prevention including the management of reservoirs, associated watercourses,
culverts and dams.

Gully emptying and maintenance.

Provision of road closures and support major events requiring traffic management

controls.

The development of a comprehensive and integrated transport strategy in partnership with
a number of agencies (e.g. SPT) :

Waste Management

The collection of waste and recycling on a regular day or days and notification of changes
to collection schedules in advance.

The recycling of 50% of material from households within Inverclyde.
The provision of commercial waste coliections from businesses.
Bulk household waste collections from households.

The removal of abandoned vehicles.

The provision, management and servicing of recycling centres at Pottery Street and Kirn
Drive. ‘ :

The provision management and servicing of bring sites throughout Inverclyde.
The operation of the waste transfer station at Pottery Street.

The management of the Materials Recycling Facility at Ingleston park



Fleet and Transport

Fleet management including-the provision of fuel, MOT's , road fund licenses for all our
internal service users.

The planned and ad hoc maintenance and servicing of the Council's vehicle fleet and plant
items to an appropriately high standard.

Customers are advised of repairs and likely durations and costs which are identified at the
outset. 5 :

Social Transport services are provided on time and take the needs of our users into
account.

Taxi testing is carried out in accordance with best practice principles and all works are

advised to operators.

Our Commitment to our Customers
We are committed to: :

Providing Best Value services which provide positive outcomes for our customers.
Praviding a safe and rewarding working environment for all our employees

Putting service quality at the heart of what we do. |

Maintaining and building upon strong working relationships with our customers.
Listening and resp_onding to our customers to ensure continual im'provlement.

Providing a service of choice. ‘ |

How you can help us

In order to ensure that we are meeting the above standards and providing you with a quality
service, we encourage our customers to :

Consult and engage with our staff
To provide feedback on their experiences of our services

To suggest improvements or ways we can do things better

How to Contact Us

You can contact Environmental and Commercial through Inverclyde Councils Customer Contact
Centre Inverclyde Council Municipal Buildings Greenock PA15 1LY

Tel: 01475-717171

Or e mail

customerservices@inverclyde.gov.uk



Regeneration & Planning Service Statement

The Regeneration and Planning Service seeks to contribute towards a safe and
sustainable Inverclyde based on a thriving, diverse local economy supporied by
educated and informed citizens.

Through customer engagement and work practices the Service is open for business,
provides certainty, and promotes high quality and sustainable development on the
ground within an efficient and effective decision making process and a culture of
continuous improvement.

Delivery is via three Service areas:
Development and Building Standards
Development Management:

o Planning applications

e Planning enforcement

e Tree preservation

e Conservation/design
Building Standards:

e Building warrants

s Building standards enforcement

e Licensing advice

1 ' Economic Development

Workforce Development:

o Leamning and skills to improve the employability of those out of work '
e, Connecting individuals and communities to economic opportunities

Business Development:

» Advice, grants and loans to help businesses compete and grow
e Marketing support
o Tourism

‘ Planning Policy and Prbperty
Planning Policy:

Glasgow and the Clyde Valley Strategic Development Plan
Inverclyde Local Development Plan

Lower Clyde Greenspace and Access

Green Charter

Carbon management

Property:



» Commercial and industrial property lets



ICT Service Statement

1. Overview of the Service

The ICT Service delivers ongoing management, support and delivery of all aspects of ICT.
This includes the provision of strategic advice, technical support, project management,
implementation and operational support for all corporate systems. The service delivers a
stable and secure ICT infrastructure environment and is the Technical Authority for the
various Inverclyde Council owned networks, including the technical infrastructure to allow
remote and mobile working.

ICT Service Desk

o Single point of contact for reporting incidents and service requests

e Provide all desktop.support services '

Manage incidents, fault resolution, problem solving and advice in line with service
level agreement targets

Provide ICT Service Level Management _

Manage all ICT configuration and asset management

Manage the Council’s software licences

Carry out installations, moves, upgrades

Application Delivery/Business Solutions

e Oversee the initial implementation and ongoing support for applications and
databases within the council

e Engage with client services to ensure that planned systems developments are
compatible with the Council’s existing infrastructure ‘

e Design and support of integration software :

e  Ensures that the programme of system development is in line with Council’s
strategicplans

e Web development and web site management

o Bespoke applications development

ICT Infrastructure

o Design, manage and support the Council’s ICT networks, server and storage estate
o  Manage and support all communication technologies deployed within the Council,
~ including WAN and LAN services, Wi-Fi, telephony, voicemail, contact centre and

Internet access.

o Provide information and IT security services, including all anti-virus, Internet
management and email filtering

e Manage the ICT Business Continuity arrangements

o Manage the Council’s back-up and archiving solutions

Project Management



e Provide a full range of project management services for implementing corporate
solutions

e Provide project/programme office support services
® Assess options for re-engineering business processes where appropriate
o Provide business analysis and benefits realisation capabilities

2. Statement of the Service Objectives

o To promote an understanding of the Council’s ICT provision to enable efficient delivery
of Corporate strategic objectives

o To continue to deliver a culture of high quality ICT service delivery and improvement
within the Council | :

o To engage effectively with our customers and use their feedback to improve service
delivery

SOA8 - Our public services are of high quality, c‘ontinually improving, efficient and
responsive to local people’s needs.
SOAG — A nurturing Inverclyde gives our children and young people the best possible start in

T vl

3. Our Commitment to our Customers

We are committed to:
e Providing a high quality fit for purpose service to:meet our customers’ needs
e Providing efficient communication channels to deliver key council information to
staff . '
e Providing an effective and professional service.

4. What you can expect from us

The ICT service desk is available Monday to Thursday 8.30am —5.30pm and Friday
8.30am — 4.30pm. Your calls will be answered promptly and if possible your call will be
resolved immediately. Otherwise we will endeavour to deal will your request in line with
the published Service Level Agreement times.

We will provide a high level of system availability and will endeavour to provide solutions
of a high quality within agreed service levels,



We will engage professionally with other council services to deliver cross directorate
projects

5. How vdu can help us

We strive to deliver the service that we have promised. We welcome feedbackon  any
aspect of your experience of our service. Occasionally we will ask you to respond to
service level surveys to enable us to continually improve,

6. How to contact us.

You can contact us:

By telephone - (01475) 712345.
By e-mail — Servicedesk@Inverclyde.gov.uk
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