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1 SUMMARY 

1.1 This report presents the Stirling Council Annual Report for 2010/11. 

1.2 Each year as part of the Council’s performance reporting arrangements an 
annual report is produced for the previous financial year.  This report presents a 
balanced picture of progress towards achieving the Council’s priorities, as 
outlined in the Strategic Plan and Annual Improvement Statement. 

1.3 Audit Scotland has challenged councils to make their public performance 
reporting more accessible and readily understandable.  They have also 
challenged councils to present performance information in a more balanced way, 
acknowledging areas for improvement as well as successes.  

1.4 Initial feedback from the recent Audit of Best Value and Community Planning 
undertaken by Audit Scotland suggests the Council will be challenged to improve 
its performance reporting against its local outcome priorities.  

1.5 In addition to this formal report the Council makes use of the ‘Stirling’ magazine 
to provide a performance report to its citizens.  A summary report will be included 
in the Winter 2011 issue of ‘Stirling’, covering both those areas where the 
Council has performed well against its strategic priorities and those where further 
improvement or action is required. 

2 OFFICER RECOMMENDATION(S) 

The Council is invited: 

2.1 to approve the Stirling Council Annual Report 2010/11 for publication (see 
Appendix 1); 

2.2 to note that the public version will be published in the ‘Stirling’ magazine. 

STIRLING COUNCIL 
THIS REPORT RELATES 
TO ITEM 13 
ON THE AGENDA 
 

STIRLING COUNCIL CHIEF EXECUTIVE’S OFFICE 

6 OCTOBER 2011 NOT EXEMPT 

STIRLING COUNCIL ANNUAL REPORT 2010/11 



3 CONSIDERATIONS 

3.1 The Council’s Annual Report has been compiled from a variety of sources 
including the four Quarterly Performance Reports, Stirling Performs information, 
the Audit Scotland Statutory Performance Indicators, Senior Management 
Objectives and Progress Reports, and the Annual Improvement Statement, from 
2010/11. 

3.2 The report is structured as per the Single Outcome Agreement and Council’s 
Strategic Plan and is grouped into the five topics and three themes: Vibrant 
Economy, Jobs & Opportunities, Lifelong Learning, Improvement Wellbeing, 
Quality Environment, Better Services, Participation & Responsibility, and 
Sustainable Stirling. 

3.3 New this year is an additional section focusing on Financial Performance, which 
provides an overview of budget spend, progress made towards achieving the 
Council’s efficiency savings, and performance in relation to revenue 
management.  This section has been introduced in response to Audit Scotland’s 
direction that councils make greater use of financial information in their public 
performance reporting. 

3.4 A short evaluation survey is being designed that readers of the Annual Report - 
whether employees or members of the public - will be able to complete to give 
feedback on what they thought of the report.  This will cover such areas as ease 
of understanding, overall usefulness, levels of interest in each of the sections, 
and suggestions on what could be added.  A link to this survey will be published 
on the Stirling Council website and in the ‘Stirling’ magazine.  The results will be 
used to improve the report next year. 

Progress against Strategic and Improvement Priorities  

3.5 For each topic/theme the report provides an update on progress on the Council’s 
strategic priorities and on related improvement actions as laid out in the Annual 
Improvement Statement.  This detail has been taken from the Senior 
Management Objectives progress reports, the four Quarterly Performance 
Reports for 2010/11 and relevant Committee Reports.  

Key Performance Indicators 

3.6 There is also a selection of performance information provided for each 
topic/theme, charting this year’s performance against the past two years, 
highlighting the overall trend and current status against target, and providing 
brief details of relevant improvement actions.  For the first time, this information 
has been taken from the Covalent Performance Management System. 

3.7 The indicators shown in graph format represent key front line services and 
issues directly relating to service user experience, as per the guidance from 
Audit Scotland.  An overview of all performance indicators for each topic/theme 
is also given in table format at the end of each section. 

 

 



3.8 These indicators include Statutory Performance Indicators as specified by Audit 
Scotland and local indicators from the Council’s monthly Stirling Performs 
reports.  The targets provided have been set by the reporting service or by the 
Scottish Government, or are based on last year’s Scottish median performance. 

Customer Insight 

3.9 New this year is the inclusion of Customer Insight information, giving details of 
some of the main research projects carried out this year to consult with and 
engage Stirling Council’s residents and service users.  This is in response to 
Audit Scotland’s direction that councils include details of surveys of citizens in 
their public performance reporting. 

Inspections 

3.10 Where relevant, the Annual Report also provides information relating to the 
inspections that the Council’s services have been subject to during the year.   

3.11 Copies of the main inspection reports can be accessed on the Stirling Council 
website: http://www.stirling.gov.uk/index/council/stirlingperforms/inspections.htm  

Ongoing Priorities 

3.12 Each section also outlines the Council’s ongoing priorities that will be the focus 
of activity over the coming year.   

3.13 This includes improvement priorities, which have been compiled from a variety of 
sources such as external audits and inspections, performance reports and 
scrutiny reviews.  They form the Council’s Annual Improvement Statement, 
which is published at the start of the financial year.  The Annual Improvement 
Statement for 2011/12 is attached as an appendix to the Annual Report. 

3.14 This section also includes the revised Strategic Priorities as outlined in the 
‘Shaping Stirling 2014’ Strategic Plan approved by Council in August 2011. 

3.15 Progress towards these priorities will be reported in the Quarterly Performance 
Reports. 



 

4 POLICY/RESOURCE IMPLICATIONS AND CONSULTATIONS 

Policy Implications   

Equality Impact Assessment No 
Strategic Environmental Assessment No 
Single Outcome Agreement Yes 
Diversity (age, disability, gender, race, religion, sexual orientation) No 
Sustainability (community, economic, environmental) No 
Effect on Council’s green house gas emissions No Effect 
Strategic/Service Plan Yes 
Existing Policy or Strategy No 
Risk No 
Resource Implications  
Financial No 
People Yes 
Land and Property or IT Systems No 
Consultations  
Internal or External Consultations Yes 

 

Equality Impact Assessment 

4.1 The performance report presented in this report was considered under the 
Council’s Equalities Impact Assessment process and was assessed as not 
relevant for the purposes of Equality Impact Assessment. 

Strategic Environmental Assessment 

4.2 The performance report presented in this report was considered under the 
Environmental Assessment (Scotland) Act 2005 and a Strategic  Environmental 
Assessment is not required. 

Single Outcome Agreement 

4.3 This report relates to the Council’s performance management arrangements, 
which links to the Single Outcome Agreement, in particular in relation to Strategic 
Theme A – Making services better. 

Other Policy Implications 

4.4 Performance management also links to Shaping Stirling: Strategic Plan 2008-
2012 in relation to Making Services Better, and to the Annual Improvement 
Statement, which states that we will continue the development of a 
comprehensive performance management framework. 

 

 



Resource Implications 

4.5 Effective performance management requires corrective action, which may have 
resource implications.  Some actions may be covered by existing budget 
allocation or require additional investment identified by the Council through its 
strategic planning process.  Others may be outstanding and require 
consideration through the annual budget strategy arrangements. 

Consultations 

4.6 All services are consulted on a monthly and quarterly basis in the preparation of 
the Council’s Quarterly Performance Report and Stirling Performs reports, which 
have been combined to form the basis of the Annual Report. 

4.7 All Heads of Service have been directly consulted with in relation to the Draft 
Annual Report 2010/11. 

 

 

Council and Executive Only Tick ( ) 
to confirm

The appropriate Portfolio Holder(s) has been consulted on this report  
The Chief Executive/appropriate Assistant Chief Executive(s) has been 
consulted on this report 

 

 

 

5 BACKGROUND PAPERS 

5.1 Quarterly Performance Reports – most recent – Service, Delivery & 
Performance Committee, 10 May 2011. 

5.2 Stirling Performs monthly reports – most recent – Service, Delivery & 
Performance Committee, 14 June 2011. 

5.3 Annual Improvement Statement, Service, Delivery & Performance Committee,  
14 June 2011. 

5.4 Annual Report 2009/10, Stirling Council, 7 October 2010. 

5.5 Annual Report 2008/09, Stirling Council, 29 October 2009. 

5.6 Shaping Stirling: Strategic Plan 2008-2012. 

6 APPENDICES 

6.1 Appendix 1 – Stirling Council Annual Report 2010/11. 
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Stirling Council 
Annual Report 2010/11 
 
 
Foreword from the Council Leader 

 
During 2010/11 Stirling Council continued to deal with the pressures on public finances.  We responded with a 
range of new approaches and developments.  The Council faced another test, too: the adverse weather at the 
end of 2010 and beginning of 2011.  This led to additional challenges for waste collection, gritting and road 
maintenance.  This experience helped a cross-party scrutiny group, including community councils,  identify 
improvements to our winter services, website resilience and engagement with local people.   
  
Despite the adverse weather we made progress in addressing the problems of our extensive network.  We 
repaired 5.1% of our roads - above our target of 4%. 
  
Performance in recycling also improved. Local people helped achieve nearly a 5% increase in the amount of 
waste either recycled or composted. Just under 50 % of all our waste is now recycled or composted, keeping us 
on track with national sustainability targets. 
  
Tremendous efforts have gone into improving services for vulnerable people.  Follow-up external inspections 
have noted that good progress has been made in both Social Care and Child Protection this year.  Our 
reablement programme, which provides individually-tailored care services helping older people live independently 
at home for as long as possible, is beginning to prove highly effective.  
  
Positive progress has been made in housing.  Our ambitious council house building programme to tackle the 
shortage of social rented housing in our area got underway.  This will provide 158 new homes at a cost of 
£18.86m.  We also made significant progress in addressing homelessness.  
  
Other success stories were our continued high performance in education and lifelong learning, the development 
of local sports and leisure activities delivered by Active Stirling, and support for apprenticeships and other 
training opportunities to help people seeking employment.   
  
Our Annual Report 2010/11 illustrates that in challenging circumstances we continued to make real 
improvements in the quality of life for local people.  

 
Foreword from the Chief Executive 

 
This year saw the continuing development of our corporate Change Programme.  The financial climate calls for us 
to be more efficient with limited resources. This requires new thinking and new ways of working. 
  
In December 2010 Stirling and Clackmannanshire Councils approved the joint delivery of Education and Social 
Services.   By streamlining management arrangements, and sharing skills and best practice across our areas, we 
aim to strengthen these services, and improve outcomes for our communities.  
  
Overall the Council performed well financially.  We were able to balance our revenue budget with a 0.4% under-
spend.  This was achieved through rigorous budget management in each Service, with teams identifying potential 
savings through changes to systems and processes.    
  
We continued to be a top-performer in council tax collection, with 97.4% of the income due received by the end 
of the year.   Through a voluntary severance programme we reduced the number of posts in our organisation by 
over 200, amounting to savings of £2.65m.  Staff absence levels reduced, and we are continuing our work to 
lower these costs.  
  
Our Residents’ Survey shows that overall satisfaction with the Council has increased from 60% in 2008 to 65% in 
2011.  This positive trend demonstrates that our new ways of working are making a difference to local people.  
We have started on a journey of transformation, and our commitment will not waver.   
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Introduction 
 
This report presents an update on progress made by the Council towards its strategic and 
improvement objectives and performance targets during the financial year of 2010/11.  This starts 
with an overview of financial performance based on the Council’s annual accounts.  The rest of the 
report is then structured around the eight strategic priorities from ‘Shaping Stirling’, Stirling 
Council’s Strategic Plan: 

▫ Making Stirling a place with a vibrant economy that is open for business. 

▫ Making Stirling a place with jobs and opportunities for all. 

▫ Making Stirling a place where lifelong learning is valued and encouraged. 

▫ Making Stirling a place where improved wellbeing adds life to years, not just years to life. 

▫ Making Stirling a place with a high quality environment. 

▫ Working together to make services better. 

▫ Encouraging participation and responsibility. 

▫ Making Stirling more sustainable. 

  
For each of these priorities the report provides an update on the Council’s key strategic and 
improvement priorities.  This is supplemented by a summary of key performance indicators, 
combining Audit Scotland’s Statutory Performance Indicators and indicators from the Council’s local 
performance reporting mechanism Stirling Performs.  Further performance-related information can 
be accessed on the Stirling Council website: 
http://www.stirling.gov.uk/index/council/stirlingperforms.htm.  This includes an overview of the 
Council’s Performance Management Framework and a compendium of background information for 
each indicator, as well as a guide to some of the most commonly used performance terms. 
 
The symbols used within the Annual Report are as follows: 
 

 
 
Also in this report where relevant are details of some of the main research projects carried out this 
year to gather customer insight. Further details on any of these projects can be requested from the 
Performance & Research Team: research@stirling.gov.uk.  This research helps the Council to 
understand the needs, preferences and expectations of Stirling’s residents and service users. These, 
along with the results of external inspections that are also summarised, contribute to the continuous 
improvement of Council services. 
 
The final part of each section outlines the Council’s ongoing priorities that will be the focus of activity 
over the coming year.  This includes strategic priorities, as outlined in the ‘Shaping Stirling 2014’ 
Strategic Plan, and improvement priorities from the Council’s 2011/12 Annual Improvement 
Statement.  The latter have been compiled from a variety of sources such as external audits and 
inspections, performance reports and scrutiny reviews.  The full Annual Improvement Statement is 
also attached as an appendix to this report. 
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Financial Performance 
 
The published Annual Accounts provide an explanation of the Council's financial outturn for the year, 
and include financial information about all of our main areas of activity including services provided to 
the public, such as refuse collection and housing, as well as the collection of Council Tax and Rates.  
The full reports can be accessed on the Stirling Council website: 

http://www.stirling.gov.uk/index/council/stirlingperforms/council_annual_accounts.htm  

 
 
Update on Strategic and Improvement Priorities 

 
Continue to develop a strategic approach to identifying and releasing efficiency savings 
 
Stirling Council has agreed a Change Programme – a collection of projects aimed at achieving efficiency savings 
and service improvement.  Current budget workstreams include Costs of Employment, Education, Social Care, 
Procurement, Assets and Income, and Fees and Charges.   
 
Key achievements this year include: 

▫ A reduction in the number of posts within the Council - 213 voluntary severance requests have been 
accepted, amounting to savings of £2.65M. 

▫ The Education Service has made savings of £2.52M by redesigning its Early Years service, changing the way 
visiting specialist teachers operate, making efficiencies in Additional Support Needs transport provision, and 
developing a more efficient approach to Maths and English teaching. 

▫ The Social Care Service have made savings of £0.65M through the development of re-ablement and other 
process improvements. 

▫ A review of our City Offices including the purchase of a site in Kerse Road, the opening of Customer First 
Stirling, the temporary closure of Municipal Buildings and Wolfcraig properties has led to a saving of £0.4M. 

▫ Improved contracts for Energy, Stationery and the management of our Fleet have delivered savings of 
£0.97M. 

 

In February 2011 Elected Members set a budget for 2011/12 with savings totalling £8.9M. The budget 
workstreams and Council Management Team are now focusing on what further efficiency savings can be made in 
future years in particular 2012/13. The existing workstreams are identifying further opportunities for efficiencies 
and an additional workstream looking at the transport budget has been set up.  A recent review of budgets across 
the Council has already established further savings of £1.24M as well as identifying areas for further work. 
 
Work is continuing to develop the focus of the Finance Service to improve cost control, management information, 
business advice and decision-making. This includes development of an analysis of costs of services to inform cost 
management and to support decisions on business options. The Income, Fees and Charges Budget Workstreams 
are also supporting a better understanding of costs of service delivery through full cost recovery costing. 
 
Key Performance Indicators 

 
Revenue Budget - final variance as a percentage of budget 

 

2008/09 2009/10 2010/11 Target Status Trend 

-0.2% -0.3% -0.4% 0% 
(max)   

The General Fund Revenue Budget final outturn was £185.82m, 
against a budget of £186.65m.  This equates to a £830k 
underspend.  All services reported final outturns either within or 
close to budget, with the exception of Roads, Transport & Open 
Space where the prolonged period of adverse winter weather 
resulted in an overspend of £1.625m within the Winter Service and 
a reduction in car park income as shoppers stayed at home. 
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Capital fund - percentage of budget spent 
 

2008/09 2009/10 2010/11 Target Status Trend 

94.0% 88.0% 84.1% 100% 
(max)   

For the General Services Capital Programme overall expenditure 
was £19.455m, representing an underspend of £3.669m against a 
full year programme of £23.124m.  Some of this underspend was 
due to delays in certain capital projects, therefore some of the 
remaining budget will be carried forward into 2011/12. 

A full review of the Capital Programme was conducted this year, 
with spend now more closely aligned with strategic and operational 
priorities. 

 

Cost of collecting council tax per dwelling (£s) 
 
 

2008/09 2009/10 2010/11 Target Status Trend 

10.12 9.58 9.75 10.00 
(max)   

The cost of collecting council tax includes billing, collection and 
debt recovery administration.  The cost in Stirling has risen only 
slightly this year to £9.75 per dwelling, compared to £9.58 last 
year.  This is still well within the maximum target level of £10.00.  
Stirling is therefore likely to maintain its top quartile performance 
when compared to the rest of Scotland – in 2009/10 Stirling was 
ranked 6th out of the 32 councils in the country. 

 
Percentage of income due from council tax for the year that was received by the end of the year 

 

2008/09 2009/10 2010/11 Target Status Trend 

97.1% 97.2% 97.4% 97.0% 
  

This indicator looks at how efficiently councils collect council tax 
due to them.  This can be affected by the ability and willingness of 
taxpayers to pay, and the extent of enforcement action taken by 
the council to recover tax due to it.  In Stirling 97.4% of the 
income due from council tax for the year was received by the end 
of the year, which is an improvement from 97.2% last year when 
Stirling was the 2nd best council in Scotland.   

 
  
Ongoing Priorities 

 
For 2011/12 the following priorities have been agreed as part of the Annual Improvement Statement: 

▫ Continue to identify and release efficiency savings using the Change Programme. 

▫ Further develop financial planning arrangements with a focus on cost control, management information, business 

advice and decision-making. 
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All Performance Indicators 
 
  2008/09 2009/10 2010/11 Target Status Trend Note 

1 Revenue Budget - final variance as 
a percentage of budget 

-0.2% -0.3% -0.4% 0% 

(max) 
  

 

2 Capital fund - percentage of 
budget spent 

94.0% 88.0% 84.1% 100% 

(max) 
  

 

3 Percentage of income due from 
council tax for the year that was 
received by the end of the year 

97.1% 97.2% 97.4% 97.0% 
  

 

 

4 Cost of collecting council tax per 
dwelling (£s) 

10.12 9.58 9.75 10.00 

(max) 
  

 

 

5 Percentage of invoices sampled 
and paid within 30 days 

89.5% 90.8% 90.9% 90.0% 
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Vibrant Economy 
 
Stirling Council wants to make sure that the area continues to be a location of choice, with a growing 
population and a vibrant economy that is open for business even during the recent economic downturn.  
The Council is able to influence this aim by taking a strategic approach to economic development and 
working closely with its partners in both the public and business sectors. 
 

 
Progress in relation to Strategic Priorities 

 
Economic Success 
 
▫ Work has continued on the implementation of ‘Open for Business’, the Stirling Economic Strategy for 2009 to 

2013. 
 
▫ Significant investment was identified in both 2010/11 and 2011/12 Council budgets to support delivery of priority 

economic outcomes, in particular funding to support apprenticeships, other training opportunities and marketing 
activities.  

 
▫ Work began on identifying opportunities to maximise the benefits for tourism and the wider economy from the 

Bannockburn 2014 events. 
 
▫ Stirling’s Business Panel now supports over 700 member businesses. 

 
 
 

Improvement Activity 

 
Improve the desirability of Stirling City as a place to visit and a place for business through city centre 
improvements 
 
Stirling Council, as part of the Vital Stirling project, is investing in ‘public realm’ areas to improve the attractiveness, 
performance and competitiveness of the city of Stirling.  A series of projects have been developed to complement the 
beauty and history of the city and enhance the city-centre areas for visitors, residents and business. This year this 
included improvements at Friars Street and Baker Street. 
 
The project involved the installation of modern granite materials in Friars Street and the refurbishment of Baker 
Street using more traditional cobbles and stone.  Both Friars Street and Baker Street are busy shopping areas, so the 
works were planning in consultation with local businesses and carried out in stages to minimise disruption and to 
allow access to the large variety of shops and residential premises in the area. 
 
This prestige streetscape scheme has made a significant improvement to the character of the city centre.  Further 
developments are planned for the future. 
 
 
 
Actively promote and market Stirling as a place for business, visitors, students and residents through the 
Stirling Brand Partnership 
 
The Council has worked with Standard Life Investments this year to introduce a visitor information desk and plasma 
screen in the heart of The Thistles’ shopping centre s and enhance The Thistles’ customer service.  The aim is to 
welcome visitors and help Stirling Brand partners by promoting Stirling’s other attractions to a receptive audience of 
shoppers.   
 
Since its launch in spring 2010, the visitor information point has been attracting approximately 60 visitors daily.  It is 
staffed every day during centre opening hours, with the team on hand to answer questions.  Phone and internet 
access are available for researching visitors queries when the necessary information is not immediately available.  For 
visitors looking for directions, tear-off maps are given away free of charge.  The team are also on hand to recommend 
places to eat, places to visit and things to see and do.   
 
A plasma screen provides supplementary information about Stirling’s attractions and real-time information on the 
latest special offers and events.  Partners who have promoted events so far include Historic Scotland, local hotels, 
Stirling Council’s cultural team and Active Stirling.  The Council’s Marketing and Communications team are responsible 
for updating the plasma screen, and for providing background information to The Thistles. 
 
 
 



Key Performance Indicators 
 
Food hygiene inspections carried out on time 

 

2008/09 2009/10 2010/11 Target Status Trend 

96.0% 98.3% 97.2% 95.0% 
  

Food hygiene inspections identify potential risks arising from the 
processing, cooking, handling and storage of food.  This indicator 
reports planned inspection workload and success in achieving 
inspection targets.  This year 97.2% of inspections were carried out 
on time, which is above the target of 95%. 

 
Percentage of Trading Standards consumer complaints dealt with within 14 days of receipt 

 

2008/09 2009/10 2010/11 Target Status Trend 

81.2% 80.8% 83.0% 77.0% 
  

Trading Standards offer a Consumer Advice service to provide 
information on consumer related civil law.  Officers can advise 
customers about their legal rights and suggest how best to resolve 
their complaint.  This year there has been an improvement in 
performance for the percentage of consumer complaints dealt with 
by the service within 14 days, from 80.8% to 83.0%.   

 
Percentage of Trading Standards business advice requests dealt with within 14 days of receipt 

 

2008/09 2009/10 2010/11 Target Status Trend 

96.6% 97.2% 96.6% 95.0% 
  

Trading Standards also provide advice and information to 
businesses on legislation and associated civil law.  This advice 
service is provided for businesses in the Stirling Council area and 
officers can also provide talks or training sessions to groups such 
as businesses, schools and community groups.  This year there has 
been a very slight decrease in the percentage of business advice 
requests dealt with within 14 days from 97.2% to 96.6%.  However 
performance is still well above the target of 95%. 

 
Number of visits to/usages of council funded or part funded museums expressed per 1000 
population 

 

2008/09 2009/10 2010/11 Target Status Trend 

993 696 595 624 
  

The figures have fallen slightly this year due to the economic 
climate. In previous years when The Smith Museum & Art Gallery 
obtained additional marketing money through grant aid or business 
sponsorship the figures tended to be higher.  The significant peak 
in 2008/09 was when the museum was loaned a collection of 
Leonardo Da Vinci drawings. The popularity of this exhibition meant 
that usage figures were significantly higher than in previous years. 
 
 
 
 
 

  

 
10



Customer Insight 
 
Stirling City Centre Initiative Survey 
 
The aim of the Stirling City Centre Initiative Survey was to develop a better understanding of the thoughts and 
priorities of Stirling’s businesses in respect of crime and community safety issues.  The survey was sent out to 530 
businesses within the Stirling City area and results compared against previous surveys.  
 
The most effective community safety initiatives were considered by respondents to be police patrols, physical security 
and CCTV in public areas.  The most significant issues impacting upon operation of businesses was anti social 
behaviour, drunkenness and litter.  Respondents were increasingly feeling unsafe within their business and the city 
centre in the evening.  The main reason for feeling unsafe was the increased number of ‘undesirables’ in the area, 
alcohol/drug abuse and anti social behaviour.  One third of respondents stated that staff or colleagues had been 
victims of violence.  More positively the number of incidents had fallen and the number reported to Police decreased. 
 
 
Business Panel Survey 
 
The Business Panel Survey is conducted annually, and is designed to establish the views of Business Panel members 
on a range of issues. These include satisfaction with the area as a place to do business, factors restricting growth and 
the impact of skills issues for businesses. The survey is also intended to identify the use of business support services, 
how visible these agencies are to the business community and the relevance of the support offered. 
 
The 2010 Business Panel Survey was sent out to 600 Business Panel members. There were 176 respondents to the 
survey, giving a response rate of 29%.  66% of the businesses that responded were from the urban area of the 
Stirling Council area and 34% were from rural areas.  92% were private or commercial sector, 5% were voluntary/not 
for profit organisations, and 2% were public sector organisations. 
 
Businesses were asked to rate the Stirling Council area as a place to run a business. 72% of businesses rated Stirling 
as a good place to run a business in 2010, slightly higher than the figure for 2009 (71%) and higher than the figure 
for 2008 (67%).  Access to airports scored one of the highest net satisfaction rates (63%). Satisfaction with Park & 
Ride infrastructure was a new category added in 2010 and it also scored a net satisfaction rate of 63%. Next highest 
was satisfaction with the road networks (45%).  
 
The lowest satisfaction rates for infrastructure recorded in 2010 were for availability of business space (8%), public 
transport excluding Park & Ride facilities (18%) and access to car parking (20%). 
 
 
Ongoing Priorities 

 
Strategic Priorities as outlined in the ‘Shaping Stirling 2014’ Strategic Plan include: 

▫ Diversify the Stirling economy. 

▫ Grow the visitor economy. 

▫ Nurture local business. 
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All Performance Indicators 
 
  2008/09 2009/10 2010/11 Target Status Trend Note 

1 Food hygiene inspections carried 
out on time 

96.0% 98.3% 97.2% 95.0% 
  

 

2 Percentage of consumer 
complaints dealt with within 14 
days of receipt 

81.2% 80.8% 83.0% 77.0% 
  

 

3 Percentage of business advice 
requests dealt with within 14 days 
of receipt 

96.6% 97.2% 96.6% 95.0% 
  

 

4 Housing completions 344 298 337 304 
  

 

5 Number of visits to/usages of 
council funded or part funded 
museums expressed per 1000 
population 

993 696 595 624 
  

As stated above, the figures have fallen slightly this 
year due to the economic climate. 
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Jobs and Opportunities 
 
One of the Council’s strategic aims is to ensure that the area is a place with jobs and opportunities for all.  
Stirling continues to be a place where there are significant differences in income and life outcomes 
amongst its communities.  The Council will make sure that people across the Stirling area have access to 
a range of core services, and take targeted action where poverty, cultural differences, vulnerability or 
geographical isolation may make it harder for people to access opportunities. 
 

 
Progress in relation to Strategic Priorities 

 
Financial Inclusion 
 
▫ A holistic approach to tackling the causes and effects of poverty was developed, identifying key risk factors and 

with reference to local projects and experience of tackling poverty. This approach will be developed into practical 
actions over the coming year. 

 

▫ A review of local advice provision was completed and plans for the provision of comprehensive and integrated 
advice and support services for vulnerable families and individuals were progressed. 

 
 
Skills Development and Access to Jobs 
 

▫ Apprenticeships within a number of Council Services have been introduced. Support was given to assist young 
people living in rural areas to attend college. These measures have helped to address the priority of maximising 
the provision of local employment access and vocational training opportunities for young people. 

 
 
Meeting Housing Needs 
 

▫ The Strategic Housing Investment Plan was completed showing how local affordable housing needs will be 
addressed over the next 5 years.  

 

▫ An important element of the Strategic Housing Investment Plan is the Council’s New Build Programme which will 
provide 158 new social rented homes at a total cost £18.86m, and should be completed by 2014.  By the end of 
2010/11 34 units were complete and 23 on site. 

 
▫ Work on a new Local Housing Strategy was progressed including an extensive analysis of need and demand for 

Housing in the local area. 
 

▫ Reported customer satisfaction with housing services was on or above target. 
 

▫ Since January 2011 the Council has provided all unintentionally homeless households with accommodation, 
rather than only those who have previously been defined as in ‘priority need’. This is ahead of the statutory 
target for the abolition of priority need by 2012.  

 

▫ The numbers of households in B&B Accommodation was around 60 per night by April 2011 compared to 100 per 
night as at April 2010. 

 
 
 
Improvement Activity 

 
Implement the improvement actions developed in response to the Scottish Housing Regulator’s 
inspection of housing management, asset management and repairs within Housing Services 
 
The Scottish Housing Regulator carried out an inspection of Housing Services during 2009.  The report identified 13 
key recommendations in addition to other areas that need to be improved, and a comprehensive improvement plan 
was developed to address these areas in consultation with the Stirling Tenants Assembly and Housing Advisory Group.  
The plan is now being implemented with progress reported twice a year. 
 
One major improvement that has taken place this year is the implementation of the Northgate system.  Northgate is 
an integrated housing management system that covers all core processes within Housing, including efficient 
management of the allocation process from applications to matching to allocating properties, and comprehensive 
management of responsive repairs.  This development fully addresses the Regulator’s comment that the function and 
integration of the Housing Service’s IT systems are significantly below the standard it requires. 
 
Work towards the improvement plan will continue over the next year. 



Increase the percentage of emergency housing repairs completed within the target timescale 
 
Performance has improved this year with only two months showing as hot spots and an overall yearly figure of 93.4% 
compared to 89.0% last year.  In addition, levels of customer satisfaction with repairs are above the 95% target at 
99.3% for the year.   
 
These trends are a considerable achievement as they have been realised despite the severe winter weather 
experienced during November and December, which caused a massive increase in the number of emergency repairs 
reported by tenants, as well as difficulties for staff attending repairs due to the snow and road conditions.  The 
improvement has been enhanced over the last few months of the financial year by the implementation of the 
Northgate system, which has included the introduction of intelligent mobile working that allows employees to update 
systems and access information via electronic devices without having to return to the office. 
 
 

 
Reduce current tenants’ arrears 
 
The percentage of current tenant arrears has increased from 6.7% to 11.6% this year. In 2009, the Council took the 
decision to end the use of evictions for tenants in rent arrears. However, in February 2010 the Executive approved a 
set of principles and criteria for Housing Services to seek eviction action where all other legal action and support had 
failed.  
 
Since this decision, the Service has been working to develop new procedures for carrying out this process. More 
intensive support is now provided to tenants who fall or are at risk of falling into rent arrears.  The revised Council 
procedures should ensure that eviction is only used as a last resort where tenants do not attempt to reduce their 
arrears. These procedures came into effect in December 2010 and should result in an improvement in arrears levels 
over time. 
 
This year Shelter Scotland carried out a pilot mediation exercise with 10 rent arrears cases, the outcome of which was 
reported in June, recommending that a Shelter referral scheme be included within the new Rent Arrears Policy and 
Procedures.  Housing staff have since been engaged in encouraging tenants to take part in this scheme. 
 
As performance remains below target this area will remain as an improvement priority over the next year.   
 
 

 
Reduce the time taken to re-let void housing properties 
 
The percentage of void housing properties re-let within 28 days has dropped from 73.3% in 2009/10 to 54.0% this 
year.  This is against a target of 85%.  The condition of void properties and the work required to bring them up to a 
lettable standard can vary significantly.  In addition, improvement work from the capital programme is often 
completed when properties are empty to limit the inconvenience to tenants, which can also impact on the 
performance of this indicator.  For example, in November several properties had new central heating systems 
installed as part of the programme while they were empty.  
 
Another factor that can have an effect on performance is arranging access to properties to carry out these works, 
which can affect the time taken to complete necessary repairs.  This year the Housing Service has introduced new 
procedures to improve performance including Keysafe, a coded security box where repairs operatives can place the 
keys to a property so access can be gained more efficiently. 
 
Again as performance remains below target this area will remain as an improvement priority over the next year. 
 
 
Key Performance Indicators 
 
Employability clients moving into training, employment, further education, or voluntary activity 

 

2008/09 2009/10 2010/11 Target Status Trend 

85.6% 86.0% 82.6% 72.0% 
  

The Employability Service helps people overcome different kinds of 
barriers to getting a job, sustaining the post and being able to lead 
an independent life. Many of the service’s clients have disabilities, 
learning difficulties, mental health problems or other health-related 
conditions.   

Though the three-year trend is slightly downward, the annual 
target of 80 clients moving into training, employment, further 
education or voluntary activity has been surpassed this year, with 
147 clients successfully doing so over the 12-month period.   
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Average days to process new and event change benefits claims 
 

2008/09 2009/10 2010/11 Target Status Trend 

9.2 7.3 7.4 10.0 
(max)   

Performance has remained fairly steady this year with an average 
of 7.4 days to process new and event change benefits claims 
compared to 7.3 last year.   

Stirling Council’s 2010/11 benefits performance is 1st equal in 
Scotland, as it also was in 2009/10.  The Scottish average is 24 
days for new claims and 9 days for changes.  Stirling’s performance 
was 18 and 5 days respectively.   
 

  
Percentage of permanent accommodation decision notifications issued within 28 days 

 

2008/09 2009/10 2010/11 Target Status Trend 

64.9% 77.5% 79.6% 80.0% 
  

This indicator is currently slightly below its target level of 80% at 
79.6% for the year as a whole, though it has improved on previous 
years. This is because officers have focused on providing advice 
and assistance to homeless applicants to try to prevent 
homelessness, which is resource intensive and reduces the time 
available to carry out work relating to reaching assessment 
decisions. 

   

 
Percentage of those provided with permanent accommodation in council stock who maintained their 
tenancy for 12 months 

 

2008/09 2009/10 2010/11 Target Status Trend 

85.2% 81.4% 83.7% 90.0% 
  

While the economic downturn is affecting tenancy sustainment, the 
council remains committed to providing support and advice to 
tenants to improve tenancy sustainment levels. It is recognised 
however that there are a variety of reasons for a tenancy ending 
that do not mean the tenant lost their home, such as the tenant 
moving elsewhere of their own choice, giving up their tenancy to 
move in with a new partner or moving into care. 

  
 
Customer Insight 

 
Dunblane Young People’s Project 
 
The Performance and Research Team worked with Youth Services and other partners to support consultation work by 
a group of young people in Dunblane, in a participatory budgeting exercise.  Stirling Council led a training exercise 
with young people in research methods and helped develop their consultation ideas into practical tools. Finally, the 
Council helped with workshops to allow the young people themselves to interpret the findings of their consultation 
and make their recommendations. 
 
 
Inspections 

 
The Care Commission regulates all adult, child and independent social care and health care services in Scotland.  They 
ensure that care service providers meet the Scottish Government’s National Care Standards and work to improve the 
quality of care.  This year the Care Commission inspected Housing Support Services in November 2010.  The quality 
of care and support was graded as Very Good. 

 
15



What the service does well 

The inspection report stated that Housing Support provides very good support to vulnerable adults both within 
homeless services and within the sheltered housing complex. They work with people to help them maintain their 
tenancies and offer people alternative supports through their close working agreement with Shelter. 
 
The service also provides a wide range of opportunities for people to have their say about the support they receive 
and to influence the ongoing development of the service. People are able to participate in the way best suited to 
them. 
 
What the service could do better 

In terms of possible improvements, the Care Commission commented that the service should continue in their efforts 
to increase the number of people who participate in consultation exercises.  An improvement action plan has since 
been agreed and will be progressed by the service over the coming year. 

 
Ongoing Priorities 

 
For 2011/12 the following priorities have been agreed as part of the Annual Improvement Statement: 

▫ Continue to implement the improvement actions developed in response to the Scottish Housing Regulator's 
inspection of housing management, asset management and repairs within Housing Services. 

▫ Reduce current tenants' arrears. 

▫ Reduce the time taken to re-let void housing properties. 
 
Strategic Priorities as outlined in the ‘Shaping Stirling 2014’ Strategic Plan include: 

▫ Remove barriers to employment. 

▫ Address housing needs. 

▫ Tackle underlying causes of poverty and disadvantage 
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All Performance Indicators 
 

  2008/09 2009/10 2010/11 Target 
Stat
us 

Trend Note 

1 Employability clients moving into 
training, employment, further 
education, or voluntary activity 

85.6% 86.0% 82.6% 72.0% 
  

 

2 Amount of debt being managed by 
service users through the advice 
and support provided by Advice 
Services 

£592,795 £1,480,98
0 

£2,218,93
8 

£1,407,60
0   

 

3 Average days to process new and 
event change benefits claims 

9.2 7.3 7.4 10.0 
(max) 

  
 

4 Gross administration cost per 
benefits case (£s) 

35.43 33.47 31.96 33.00 
(max)   

 

5 Homeless households in B&B 
accommodation for over 90 days 

N/A 30.5% 24.2% 40.0% 

(max) 
  

 

6 Percentage of permanent 
accommodation decision 
notifications issued within 28 days 

64.9% 77.5% 79.6% 80.0% 
  

7 Percentage of temporary 
accommodation decision 
notifications issued within 28 days 

71.0% 77.3% 71.8% 80.0% 
  

These indicators are currently both below target 
levels. This is because officers have focused on 
providing advice and assistance to homeless 
applicants to try to prevent homelessness, which is 
resource intensive and reduces the time available 
to carry out work relating to reaching assessment 
decisions.  

8 Percentage who have been housed 
into permanent accommodation 

48.3% 38.4% 49.6% 45.0% 
  

 

9 Percentage of those provided with 
permanent accommodation in 
council stock who maintained their 
tenancy for 12 months 

85.2% 81.4% 83.7% 90.0% 
  

While the economic downturn is affecting tenancy 
sustainment, the council remains committed to 
providing support and advice to tenants to improve 
tenancy sustainment levels. It is recognised 
however that there are a variety of reasons for a 
tenancy ending that do not mean the tenant lost 
their home, such as the tenant moving elsewhere 
of their own choice, giving up their tenancy to 
move in with a new partner or moving into care.  

10 Housing repair appointments met 95.0% 92.2% 94.6% 95.0% 
  

The bad weather at the end of November and into 
December contributed to the poorer performance of 
repair appointments for Housing Services. The 
increase in the number of repairs reported including 



  2008/09 2009/10 2010/11 Target 
Stat
us Trend Note 

emergencies, as well as the additional difficulties 
with the snow and poor road conditions for the 
work force to get out to attend repairs within target 
timescale had an effect on the number of 
appointments met.  

11 Percentage of housing repairs 
completed within target times 

89.1% 88.2% 92.6% 90.0% 
  

 

12 Customer satisfaction with repairs 94.0% 99.4% 99.3% 95.0% 
  

 

13 Percentage of housing stock 
meeting the Scottish Housing 
Quality Standard 

17.4% 18.7% 32.2% 30.0% 
  

 

14 Percentage of rent due in the year 
that was lost due to voids (£s) 

0.6% 0.8% 0.6% 0.7% 

(max) 
  

 

15 Average time to re-let not low 
demand houses (days) 

23 25 30 25 

(max) 
  

16 Average time to re-let low demand 
houses (days) 

36 30 50 38 

(max) 
  

17 Void Housing properties re-let 
within 28 days 

78.3% 73.3% 54.0% 85% 
  

Improvement work such as replacing bathrooms is 
often completed when properties are empty to limit 
the inconvenience to tenants, which can impact on 
performance of these indicators.  Arranging access 
to properties to carry out these works also affects 
the time taken to complete repairs, and therefore 
void turnaround times.  

18 Current tenants' arrears as a 
percentage of net rent due 

4.7% 6.7% 11.6% 6.0% 

(max) 
  

As stated above, this deterioration in performance 
is being addressed with new procedures for 
carrying out the rent arrears process. These 
procedures came into effect in December 2010 and 
should result in an improvement in arrears levels 
over time.  

19 Percentage of former tenant 
arrears written off or collected 
during the year 

38.3% 40.1% 29.7% 40.0% 
  

The proportion of arrears owed by former tenants 
that was either written off or collected has 
decreased from 40.1% to 29.7% this year. This can 
be attributed to a change in work focus to more 
face-to-face contact, as well as staff absence and 
the resource implications of implementing the new 
Housing System.  

20 Percentage of women council 
employees in highest paid 2% 

45.8% 40.8% 43.5% - - - 

21 Percentage of women council 
employees in highest paid 5% 

49.1% 50.0% 53.8% - - - 

There are no targets for these indicators as they 
are for information only.  
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Lifelong Learning 
 
The Council wants Stirling to be a place where lifelong learning is encouraged and valued, providing 
learning for all people at all ages.  Stirling is already a high performing education authority, with good 
schools and high overall levels of attainment.  The Council aims to ensure the area’s schools continue 
to provide a high quality education, and increase the opportunities for learning after school so that 
people can achieve their personal, community and economic goals throughout their lives. 
 
 
Progress in relation to Strategic Priorities 

 
High Performing Schools and Nurseries 
 

▫ The key focus for schools locally for 2010/11 was performance and the launch of Curriculum for Excellence in 
secondary schools form August 2010. Curriculum for Excellence sets out a new programme for learning , 
focusing on the skills pupils need to develop and changing the way they are taught to maximise the 
opportunities to build on these skills.  

 

▫ 2010/11 S4 results are consistent with previous years and are showing an improving pattern.  In particular, 
performance in Standard Grade exams has improved by 2% and results show that 44% of this year group 
achieved five or more Standard Grades with Credit passes, the highest figure over the last ten years. 

 

▫ S5 results overall have improved from last year.  Standard Grade Credit and Higher exams are showing the 
best results for the last ten years. In 2011, 56% of this year group achieved five or more Standard Grades 
with Credit passes and 34% achieved three or more Highers. 

 

▫ S6 results in Stirling last year were amongst the highest in Scotland and this year performance has continued 
to improve.  Results have increased further by up to 4% for Standard Grade exams and up to 3% for Higher 
exams.  Advanced Higher results were the only S6 measure this year where performance dipped slightly.  
Last year’s record figure of 23% of the year group achieving one or more Advanced Higher has fallen to 20% 
this year, however, this is still the second highest figure for Stirling over the last ten years. 

 
A focus on the lowest performing 20% of children and young people and development of support for 
those with additional support needs. 
 
 

▫ Information on the average tariff scores for S4 pupils shows that the scores for the lowest performing 20% of 
pupils has improved over the period 2007/08 – 2009/10. However results for the lowest performing 20% of 
pupils in Stirling have remained below the average figures for Scotland and for comparator authorities over 
recent years.  

 

▫ The development and improvement of services for children and young people with additional support needs 
continues. This year early years establishments and primary schools have continued to include children with a 
wide range and complexity of needs in their communities.  Staff have developed support skills with the help 
of the Additional Support Needs outreach team.  Almost all children who wish to attend their mainstream 
secondary school can do so, due to the high quality of Stirling’s schools estate, where levels of physical 
accessibility are much improved for young people with disabilities. 

 

▫ This year there has also been development of a 3-18 support service, through an increase in the number of 
inclusion support workers, and the strengthening of outreach support for children and young people with 
social, emotional and behavioural needs.  The use of restorative approaches has also been developed as part 
of a positive behaviour policy within schools – five secondary schools have completed training and plans are 
in place to support this across all sectors. 

 

Learning Environments 
 

▫ Maintenance and upgrading of school buildings continued in 2010/ 11 with the completion of the renovation 
and upgrading work to Bannockburn High School.  This means that all of Stirling’s secondary schools have 
now been renewed or refurbished. 

 
 
Adult Learners 
 

▫ Large numbers of adult learners secured successful learning outcomes. 
 
Improvement Activity 

 
Implement the recommendations of the Scrutiny Panel on Disruption in Children’s Schools 
 
In June 2009 the Council agreed to set up an Ad Hoc Scrutiny Panel on Disruption within Stirling’s Schools. The 
results of research carried out with children, parents and teachers were presented to Council in March 2010.  The 



findings showed that in many areas Stirling’s schools compare well to other authorities in Scotland.  However, 
there were clear differences in the perceptions of different stakeholder groups, with the most positive being head 
teachers.  Support staff, parents, teachers and pupils were less positive to different degrees. 
An improvement action plan was developed to address all of the key recommendations made by the Panel.  These 
improvement actions fell under the headings of Support to Staff, Pupil Behaviours, Policies, Parental Involvement, 
and Information Sharing & Consultation. 
 
Significant progress has been made with this improvement plan over the last year.  An implementation group was 
set up, which has since finalised policy statements on Promoting Positive Behaviour, and Dealing with Hurtful and 
Bullying Behaviours.  Further work is underway to provide additional materials to schools for use with parents and 
the community to support the review of whole school policy on promoting positive behaviour. 
 
Over 500 members of staff have now taken part in at least a one-day course on restorative approaches, while 
senior managers also undertook a four-day coaching and mentoring course.  A series of visits to explore areas of 
existing good practice within Stirling schools was also completed, and a website established to provide schools 
with opportunities to share ideas and information. 
 
A repeat survey will be completed next year to determine the impact these activities have had. 
 
Increase the percentage of young people supported by youth learning who successfully move into 
training, employment or further education 
 
The youth learning team provides information, advice and support to enable vulnerable young people to take up 
and sustain learning and employment opportunities.  Performance has improved this year, although the 
percentage of young people support by Youth Services who have moved into training, employment or further 
education still sits slightly below the 40% target at 37.9%.  The improvement this year has been achieved by 
further developing close working relationships with Council partners such as Forth Valley College and with local 
employers, to maximise the opportunities available to young people in Stirling.  However, the economic climate 
has caused a reduction in these opportunities and an increase in the number of people looking for employment 
has meant that it has been more difficult to progress young people into work. 
 
 
Key Performance Indicators 

 
School inspections evaluated as good or better 

 
2008/09 2009/10 2010/11 Target Status Trend 

96% 90% 100% 80% 
  

100% of the schools inspected by HM Inspectorate of Education 
(HMIE) this year achieved a grade of good or better.  Full details of 
the grades for each inspection are provided later in this section. 
 
Doune Nursery achieved Excellent grades in every area of learning.  
The HMIE report praised the nursery’s ethos and its partnership 
with parents and the wider community.  The report is one of the 
most positive that has been seen in Scotland. 

 
Young people supported by youth learning moving into training, employment or further education 

 

2008/09 2009/10 2010/11 Target Status Trend 

59.5% 33.9% 37.9% 40.0% 
  

The economic climate has caused a reduction in the opportunities 
available and an increase in the number of people looking for 
employment has meant that it has been more difficult to progress 
young people into work.  Despite this performance has improved 
this year when compared to last year, and is only slightly below the 
target of 40%.   However this remains below the 2008/09 pre-
recession figure and requires further improvement. 
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Literacy and numeracy learners achieving personal outcomes 
 

2008/09 2009/10 2010/11 Target Status Trend 

1256 1481 1550 1360 
  

The number of literacy and numeracy learners achieving personal 
outcomes has increased from 1481 last year to 1550 during 
2010/11.  Adult Learning work is carried out by Stirling Council in 
partnership with other agencies such as Forth Valley College. A 
wide range of courses and learning experiences are provided at 
various different locations across the Stirling area. 

 
  

Number of visits to libraries expressed per 1000 population 
 
2008/09 2009/10 2010/11 Target Status Trend 

8292 7528 7880 6288 
  

The Scottish Library and Information Council rated the work of 
Stirling Council’s Library and Archives Service as excellent during 
their recent inspection.  Through new ideas and improvements 
such as the Stock Selection Group, stock rotation, and enhanced 
marketing, displays and stock promotion the service have achieved 
significantly increased numbers of book loans, despite the national 
trend being generally static for some categories. 

 
Usages of the computer terminals at libraries 

 

2008/09 2009/10 2010/11 Target Status Trend 

753.35 735.95 847.99 716.40 
  

The Scottish Library and Information Council noted provision of 
public access computers as a key strength of Stirling’s libraries 
during the recent inspection.  The computers’ hardware is regularly 
refreshed and there is very good connectivity, which offers greater 
opportunity to support the public in access to reading.  Laptops for 
loan are also available to those who need extra help to take part in 
reading activities. 

 
Customer Insight 

 
Reader in Residence 
The Reader in Residence project was funded by Paul Hamlyn Foundation and introduced to the HM Prison (HMP) & 
Young Offenders Institution (YOI) Cornton in December 2006 as a one-year pilot project.  In July 2008 it was 
rolled out to HMP Perth and YOI Polmont.  The aim of the project was for the Reader in Residence in each prison 
to engage with offenders in a variety of innovative activities to promote reading.  In particular, it aimed to engage 
in library and learning activities.  
 

 21



 22

g 
tions, and interviewing offenders, staff, steering group members and stakeholders.  The evaluation 

ighlighted many benefits to offenders by broadening knowledge, enhancing reading skills and increasing self-
ffenders did not provide any suggestions to help make improvements but did express their 

ppreciation for the Reader in Residence.  Staff largely felt the objectives of the project were met, but the issue of 
ce project was questioned. 

 

hildren aged of 8 to 15 years. It will be used to assist the Educational Psychology 
rvice in examining outcomes and assessing progress in the health and wellbeing area of the Cur

Excellence. 
 

Stirling Council’s Performance and Research Team undertook an evaluation of the project by examining existin
adhoc evalua
h
esteem.  The o
a
sustainability beyond the Reader in Residen

Stirling Children’s Wellbeing Scale 
Stirling Children’s Wellbeing Scale (SCWBS) is a holistic, positively worded scale measuring emotional and 
psychological wellbeing in c
Se riculum for 

Inspections 
 
HM Inspectorate of Education (HMIE) 

nd report on the of ed cation in pre-school , prim ry secondary schools and 
community learning and development services.  The table below provides details of the inspections carried out in 

 

 
HMIE inspect a  quality u  centres a  schools, 

the Stirling area this year. 

  Improvements 
in performance 

Children's 
experiences 

Meeting 
learning needs 

The curriculum 
Improvement 
through self-
evaluation 

Baker Street Nursery 
28/07/2010 

Very 
Good   

Very 
Good   

Very 
Good   

Good  
 

Very 
Good   

Buchlyvie Primary School 
21/09/2010 

Very 
Good   

Excellent  
 

Very 
Good   

Very 
Good   

Excellent  
 

Crianlarich Primary 
School 08/03/2011 

Very 
Good   

Very 
Good   

Very 
Good   

Very 
Good   

Very 
Good   

Doune Nursery 
01/12/2010 

Excellent  
 

Excellent  
 

Excellent  
 

Excellent  
 

Excellent  
 

Fintry Primary School & 
Nursery Class  
07/12/2010 

Very 
Good   

Excellent  
 

Excellent  
  

Very 
Good  

Excellent  
 

Hummingbird House 
Nursery  
30/06/2010 

Good  
 

Good  
 

Good  
 

Good  
 

Good  
 

Meadows Nursery School  
16/06/2010 

Very 
Good   

Very 
Good   

Very 
Good   

Good  
 

Very 
Good   

Raploch Primary School 
14/12/2010 

Good  
 

Very 
Good   

Very 
Good     

Very 
Good  

Very 
Good  

 
 
Scottish Library & Information Council 
 
The Scottish Library & Information Council (SLIC) is the independent advisory body to the Scottish Government 
nd Scottish ministers on library and information matters.  It offers leadership focus and support to the Scottish 
brary and information sector, coordinating and promoting national service developments to benefit Scotland's 
eople and enrich our cultural, educational and economic landscape. 

his year Stirling Council Libraries and Archive Services were evaluated using  assurance tool, 
the Public Library Quality I pr This co s of the public 
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 Identification of 
reading interests 

Choice of activities 
and resources 

Opportunities to 
improve literacy and 

numeracy 
Stirling Council Libraries 
and Archive Services 
13/05/2011 

Excellent 
 

Excellent 
 

Excellent 
 

       

Ongoing Priorities 
 
For 2011/12 the following priorities have been agreed as part of the Annual Improvement Statement: 

▫ Continue to raise attainment levels of all learners, particularly the lowest achieving 20%. 

▫ Improve the services offered to support children and young people with additional support needs. 

▫ Increase the focus on positive destinations for all young people through ‘More Choices More Chances’. 
 
Strategic Priorities as outlined in the ‘Shaping Stirling 2014’ Strategic Plan include: 

▫ Provide learning for life, work and wellbeing. 
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All Performance Indicators 
 
  2008/09 2009/10 2010/11 Target Status Trend Note 

1 School inspections evaluated as 
good or better 

96% 90% 100% 80% 
  

 

2 Percentage of pupils achieving 5+ 
Level 5 by the end of S4 

41% 42% 44% 40% 
  

 

3 Percentage of pupils achieving 3+ 
Level 6 by the end of S5 

33% 34% 34% 30% 
  

 

4 Average Tariff Scores of Lowest 
20% of S4 pupils 

56 59 NYA 62 
  

Figures for 2010/11 will be published by the 
Scottish Government in December 2011. Target is 
based on the national average for 2009/10 
published in December 2010.  

5 Average Tariff Scores of Highest 
80% of S4 pupils 

216 222 NYA 211 
  

Figures for 2010/11 will be published by the 
Scottish Government in December 2011. Target is 
based on the national average for 2009/10 
published in December 2010. 

6 Average number of half days 
absence per secondary pupil 

34 37 NYA 33 
  

Figures for 2010/11 will be published by the 
Scottish Government in December 2011. Target is 
based on the national average for 2009/10 
published in December 2010. 

7 Number of exclusions per 1000 
secondary pupils 

26 27 NYA 91 
  

Figures for 2010/11 will be published by the 
Scottish Government in December 2011. Target is 
based on the national average for 2008/09 
published in December 2009. 

8 Young people supported by youth 
learning moving into training, 
employment or further education 

59.5% 33.9% 37.9% 40.0% 
  

As reported above, the economic climate has 
caused a reduction in the opportunities available for 
young people.  Performance remains below the 
2008/09 figure and requires further improvement. 

9 Literacy and numeracy learners 
achieving personal outcomes 

1256 1481 1550 1360 
  

 

10 ESOL learners achieving personal 
outcomes 

672 812 799 352 
  

 

11 Usages of the computer terminals 
at libraries 

753.35 735.95 847.99 716.40 
  

 

12 Number of visits to libraries 
expressed per 1000 population 

8292 7528 7880 6288 
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  2008/09 2009/10 2010/11 Target Status Trend Note 

13 Number of borrowers expressed as 
a percentage of the resident 
population 

22.5% 20.3% 20.9% 20.0% 
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Improved Wellbeing 
 
The Council is working with its partners to make Stirling a place where improved wellbeing adds life to 
years, not just years to life.  Support will be provided to those who need it and healthier lifestyles 
encouraged.  Choices for all citizens will be provided, especially to those who have particular care and 
support needs and those to whom poverty poses potential risks to health and life chances, so that they 
can live to their full potential and as independently as possible.  Safer communities will also improve 
the wellbeing of residents. 
 
 
Progress in relation to Strategic Priorities 

 
Improved Care and Support for those in Need 
 
▫ In 2010/11 the strategic priority in relation to care and support involved taking forward the improvement 

action programmes from a number of internal and external inspections and reviews.  
 
▫ Significant progress has been made to modernise care services to provide more care at home and deliver 

appropriate support programmes to those in need. 
 
 
 
Improvement Activity 

 
Implement the action plan arising from the Social Work Inspection Agency (SWIA) report 
 
SWIA published their report on performance within Stirling Council’s Social Care Service in July 2009, stipulating 
20 recommendations for improvement.  Social Care has since worked closely with the Scottish Government’s Joint 
Improvement Team and SWIA themselves to move forward key service developments.  Good progress is being 
made on this improvement agenda, with a strong emphasis on improving outcomes for service users. 
 
A follow up inspection was carried out in September 2010 that found that progress had been made against all of 
the 20 recommendations.  In particular, substantial progress was noted against the action stating that Senior 
Managers needed to engage more consistently and effectively with staff to communicate the direction of travel for 
social work services.  Senior managers had made significant efforts to engage with staff about the change agenda 
through the development and implementation of an internal communication strategy, staff briefings, regular 
information bulletins and consultation exercises where the views of staff were sought using workshops and 
interactive voting.  Substantial progress was also reported in making sure that care plans fully address needs, 
identify outcomes, and are reviewed regularly. 
 
One recommendation was deemed to have been fully met: Community Services should set out priorities for 
receiving a service from them following assessment.  The service now has an agreed set of eligibility criteria in 
place, which has been communicated to staff and to the public and service users.  Further work is still required for 
some of the original recommendations, and this will continue over the next year.  Further details can be found on 
the Stirling Council website: http://www.stirling.gov.uk/index/council/stirlingperforms/inspections.htm  
 
 
 

Implement the improvement actions arising from the HMIE Inspection of Child Protection Services 
 
The Child Protection Inspection findings were published in June 2010.  The overall conclusion of the inspection 
report was that while there had been some improvements since the previous inspection in 2008, on the whole 
improvement was insufficient and in some cases there had been a reduction in the quality of services to protect 
and meet the needs of vulnerable children and families. 
 
An action plan was drawn up in response to the main recommendations made in the report and some immediate 
changes were made to improve the Child Protection Committee, including the appointment of an independent 
chair and an increase in the frequency of meetings.  The action plan has since been implemented by all relevant 
council services and external partners, which include the NHS and Central Scotland Police. 
 
A follow through joint inspection of services to protect children and young people in the Stirling Council area was 
undertaken by Social Care and Social Work Improvement Scotland in May 2011.  The initial follow-through report 
is now published and states that there have been very notable improvements within the Social Care service - 
management has been revised and some services redesigned, and this is successfully addressing areas of poor 
performance.  Again the full report can be accessed on the Stirling Council website at the above link. 
 
 

http://www.stirling.gov.uk/index/council/stirlingperforms/inspections.htm


 

Implement the action plan of recommendations from the Scrutiny Review of Older People’s Services 
 
The Council established a Scrutiny Panel in 2009 to undertake a detailed review of the Council’s services for older 
people. The final report was published in June 2009 and an Action Plan subsequently developed and implemented. 
 
The Service Delivery and Performance Committee in March 2011 agreed that the work of the Scrutiny Panel for 
Care Services for Older People was complete and that the panel would therefore be concluded.  Good progress 
has been made on all actions and this work will continue across all relevant services into the future.  Of particular 
note, the balance of care continues to demonstrate overall improvement with an increase in care at home 
provision.  This year 28.6% of long-term care was provided in this way rather than in a residential setting.  This is 
a significant improvement from the 21% reported in 2008/09 and 17% the year before that, and is just short of 
the national target of 30%. 
 
 
 
Key Performance Indicators 

 
Total number of homecare hours per 1000 population aged 65+ 

 

2008/09 2009/10 2010/11 Target Status Trend 

316.0 429.8 463.0 491.2 
  

Though performance remains slightly below target level at 463 
hours of homecare per 1000 of the population aged over 65 there 
has been an 8% improvement since last year.  Stirling Council 
continues to promote its policy of shifting the balance of care 
towards care at home, and this year 28.6% of long-term care was 
provided in this way rather than in a residential setting.  This is a 
significant improvement from the 21% reported in 2008/09 and 
17% the year before that, though it remains below the national 
target of 30%. 

 
Social Background Reports submitted to the Children's Reporter within 20 working days 

 

2008/09 2009/10 2010/11 Target Status Trend 

47% 64% 71% 75% 
  

This indicator has shown significant improvement over the last 
three years. A new management report has been developed which 
is sent to all team managers on a weekly basis providing details of 
the reports that are due and escalating those that are already or 
about to become overdue. This is allowing team managers to better 
plan activities in this area.  The service anticipates meeting the 
75% target in 2011/12. 

 
Children seen at home by a supervising officer within 15 working days 

 

2008/09 2009/10 2010/11 Target Status Trend 

87% 90% 82% 100% 
  

The service has continued to experience difficulties due to staff 
shortages in 2010/11.  These vacancies have now been filled and 
performance is recovering.  While annual performance for 2010/11 
was only 82%, in month performance for March 2011 was 100%. 
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Free school meals in primary and special needs schools 

 

2008/09 2009/10 2010/11 Target Status Trend 

98% 88% 82% 78% 
  

Performance has deteriorated for this indicator over the last three 
years, but it remains above the target of 78% at 82% in 2010/11.  
The adverse weather conditions during December had a significant 
impact on meal uptake because of the various unpredicted school 
closures and reduced number of pupils attending school.  The 
council’s Education and Catering staff continue to work closely with 
pupils and parents to improve the service. 

 
Number of attendances at other indoor sport and leisure facilities, expressed per 1000 population 

 

2008/09 2009/10 2010/11 Target Status Trend 

1222 6303 7566 4700 
  

Performance for this indicator has dramatically improved over the 
last three years with the opening of The Peak in April 2009.  This 
facility continues to be popular with local residents, with a series of 
programmes being run for both children and adults throughout the 
year.  Active Stirling have maintained and improved attendances 
this year at facilities across Stirling.  They have also completed 
their first customer survey this year, a summary of which is 
provided below. 

 
 
 
Customer Insight 
 
Non Personal Care  
 
The purpose of this research was to understand the perspectives of recipients of Stirling Council non-
personal care services.  This included views on current service provision and any desired improvements or 
changes, contribution to the individuals’ lives, and also perspectives on the relative importance of different service 
characteristics.  
 
The intention is to use the findings to inform service review and re-design processes.  A total of 15 service users 
were identified by Social Care and interviewed using qualitative research methods. Overall, respondents reported 
high satisfaction with the service.  Only minor issues were raised over flexibility and times of the service. 

 
Active Stirling Customer Survey 
 
Active Stirling aspires to listen to its customers in developing and improving services.  The organisation is 
currently developing its brand identity and wishes to understand its customers’ perceptions as the brand develops 
and matures.  The survey aimed to gather feedback on the perceptions of Active Stirling customers. The online 
survey targeted registered customers identified through the customer database and casual/unregistered 
customers via the Active Stirling website.  The Customer Satisfaction Measurement Tool (Improvement Service) 
was used to guide question themes.  Active Stirling received lots of positive feedback from customers and when 
asked to describe the organisation in words the top answers were professional, friendly, fun and helpful. 
 
 
Inspections 

 
The Care Commission regulates all adult, child and independent social care and health care services in Scotland.  
They ensure that care service providers meet the Scottish Government’s National Care Standards and work to 
improve the quality of care. 
 
There are four quality outcomes that a service can be inspected against, but not all will be inspected against all 
four.  The table below provides details of the inspections carried out of Stirling Council services this year.   
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  Quality of care  
and support 

Quality of 
environment 

Quality of 
staffing  

Quality of 
management and 

leadership 
Adoption Service  
12/01/2011 

Adequate  
 

- 
 

- 
 

Adequate  
 

Adult Day Care  
25/01/2011 

Good  
 

Good  
 

Good  
 

Good  
 

Allan Lodge  
23/11/2010 

Very Good  
 

- 
 

- 
 

- 
 

Beech Gardens Care Home 
16/07/2010 

Good  
 

- 
 

- 
 

Adequate  
 

Beech Gardens Care Home 
22/12/2010 

Good  
 

- 
 

- 
 

- 
 

Brucefield Care Home for 
Children & Young People 
02/12/2010 

Good  
 

- 
 

- 
 

- 
 

Fostering Service  
12/01/2011 

Good  
 

- 
 

- 
 

Adequate  
 

Home Support  
23/09/2010 

Adequate  
 

- 
 

Adequate  
 

Adequate  
 

Riverbank Resource Centre 
20/12/2010 

Adequate  
 

- 
 

- 
 

Good  
 

Strathendrick  
17/11/2010 

Good  
 

- 
 

- 
 

- 
 

Wellgreen Residential 
Home 25/08/2010 

Unsatisfactory  
 

- 
 

- 
 

Unsatisfactory  
 

 
 

As can be seen above Wellgreen Residential Home received two Unsatisfactory gradings in August 2010.  The 
inspection report stated that the service was not performing well in a number of areas.  It was commented that 
some mandatory training was significantly out of date, supervision of staff was not undertaken routinely and staff 
practice in relation to medication administration was poor, with a number of medication errors confirmed.  The 
Commission also found that care plans and reviews did not accurately reflect the needs of some people living in 
the service. 
 
Areas for improvement were highlighted in a service development plan following this inspection, drawn up with 
the involvement of service users and their relatives.  The Care Commission have since completed an unannounced 
follow up inspection in May 2011 when Wellgreen was awarded Good gradings across all four quality outcomes.  It 
was reported that areas for development from the previous inspection have all been taken forward and that staff 
morale and service user feedback had improved considerably.  Recent achievements were noted as the 
introduction of an advocacy service and much improved medicine recording and medicine reviews. 
 
 
 
Ongoing Priorities 

 
For 2011/12 the following priorities have been agreed as part of the Annual Improvement Statement: 

▫ Implement the improvement actions arising from the HMIe Inspection of Child Protection services and follow 

up inspection. 

▫ Implement the action plan in support of the 20 recommendations contained within the Social Work Inspection 

Agency (SWIA) report and follow up inspection. 

 
Strategic Priorities as outlined in the ‘Shaping Stirling 2014’ Strategic Plan include: 

▫ Make all communities safe communities. 

▫ Support and care for the vulnerable. 
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All Performance Indicators 
 
  2008/09 2009/10 2010/11 Target Status Trend Note 

1 Delayed hospital discharges over 6 
weeks 

4 1 3 0 

(max) 
  

The monthly average of discharges that took longer 
than 6 weeks was 3 this year, which is above the 
national maximum target of zero. There were 
issues relating to the availability of beds in nursing 
and residential settings during August and 
September as three moratoriums were in place due 
to the providers receiving poor inspections. Where 
possible the service is now using intermediate care 
beds to enable individuals to make decisions about 
their future care needs outside the hospital 
environment.  

2 Priority 1 and 2 adult care 
assessments pending over 12 
weeks 

42% 54% 38% 40% 

(max) 
  

 

3 Shifting the balance of care – 
percentage of care being provided 
at home 

21.0% 26.1% 28.6% 30.0% 
  

While performance for this indicator remains 
slightly below the national target of 30% it has 
significantly improved over the last three years as a 
result of the council's policy to shift the balance of 
care towards care at home, and an increase in 
expenditure to support this. The service is confident 
that the target will be met in 2011/12.  

4 Total number of homecare hours 
per 1000 population aged 65+ 

316.0 429.8 463.0 491.2 
  

Though performance remains slightly below target 
level at 463 hours of homecare per 1000 of the 
population aged over 65 there has still been an 
improvement since last year of 8%. This indicator 
will continue to be monitored as part of the Stirling 
Performs monthly reports.  

5 Percentage of homecare clients 
aged 65+ receiving personal care 

71.2% 76.8% 78.8% 77.0% 
  

 

6 Percentage of homecare clients 
aged 65+ receiving a service 
during evening/overnight 

31.7% 43.6% 45.4% 40.0% 
  

 

7 Percentage of homecare clients 
aged 65+ receiving a service at 
weekends 

59.9% 65.4% 74.1% 70.0% 
  

 

8 Residential respite nights for those 
aged 18 to 64 

23.0 25.8 24.5 20.0 
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  2008/09 2009/10 2010/11 Target Status Trend Note 

9 Residential respite nights for those 
aged over 65 

300.60 231.38 298.68 300.00 
  

While the level of respite nights has increased this 
year it remains below target. The service continues 
to work with carers and families to provide a range 
of respite provision in accordance with individual 
needs and desired outcomes. The service has noted 
an increase in requests for respite in the home, 
rather than in a residential setting.  

10 Social enquiry reports submitted to 
the courts by due date 

96.0% 98.6% 99.2% 98.0% 
  

 

11 New probationers seen by a 
supervising officer within one week 

82.0% 93.9% 92.1% 82.1% 
  

 

12 External care or residential 
school/unit placements 

N/A 30 33 32 

(max) 
  

Education and Social Care are continually reviewing 
the suitability of these placements to determine 
whether they provide the outcomes that are being 
sought by service users. 

13 Child Protection investigations 77 40 67 - - - 

14 Additions to the Child Protection 
Register 

64 55 60 - - - 

15 Removals from the Child Protection 
Register 

53 68 55 - - - 

There are no targets for these indicators as they 
measure levels of demand and are therefore for 
information only.  

16 Social Background Reports 
submitted to the Children's 
Reporter within 20 working days 

47% 64% 71% 75% 
  

As stated above, this indicator has shown 
significant improvement over the last three years 
due to new management reporting arrangements. 

17 Children seen at home by a 
supervising officer within 15 
working days 

87% 90% 82% 100% 
  

As noted above, staff shortages in August caused a 
drop in performance to 29%, which has affected 
the annual figure.  

18 Children assessed as needing 
respite who are receiving a service 

N/A 95% 93% 90% 
  

 

19 Free school meals in primary and 
special needs schools 

98% 88% 82% 78% 
  

 

20 Free school meals in secondary 
schools 

73% 64% 58% 55% 
  

 

21 Paid school meals in primary and 
special needs schools 

31% 30% 31% 33% 
  

Performance remains fairly steady for these 
indicators but is below target. The adverse weather 
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  2008/09 2009/10 2010/11 Target Status Trend Note 

22 Paid school meals in secondary 
schools 

36% 32% 32% 36% 
  

conditions during December had a significant 
impact on meal uptake because of the various 
unpredicted school closures and reduced number of 
pupils attending school.  

23 Number of attendances at pools 
expressed per 1000 population 

470 2881 3186 2500 
  

 

24 Number of attendances at other 
indoor sport and leisure facilities 
expressed per 1000 population 

1222 6303 7566 4700 
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Quality Environment 
 
For many people, the quality of the local environment is a key reason for choosing to live in the 
Stirling area.  The Council aims to protect and enhance the built and natural local environment and 
ensure that it remains a key factor in the quality of life for citizens and communities.   
 
 
Progress in relation to Strategic Priorities 

 
Local Development Plan 
 

▫ Stirling Council is embarking on the production of a new Local Development Plan for its area (excluding the 
area covered by The Loch Lomond and The Trossachs National Park Authority) to take forward the 
requirements of the Planning etc. (Scotland) Act 2006. This will ultimately replace the Structure Plan and 
Local Plan that exist at present. 

 

▫ In May 2010, the Council consulted on a Main Issues Report (MIR). The MIR has been produced to stimulate 
discussion, it seeks views on which policy and development options could be included in the Proposed Plan 
which is due to be published in October 2011. 

 
Open Space 
 

▫ Work continued on the Council’s Open Space Strategy with an extensive public consultation to establish clear 
proposals and priorities for the preservation and sustainable development of open spaces. 

 
Waste, Recycling and Litter 
 

▫ Stirling’s residents are recycling almost half of their waste, with 48.2% of all wastes collected either recycled 
or composted during 2010/11, an increase of nearly 5% on the previous year.  This makes Stirling Council 
one of the top performing local authorities in the UK in diverting waste from disposal in landfill, and is close 
to the Scottish Government’s target of 50% recycling by 2013. 

 

▫ Under the Local Environmental Audit and Management System the Council area is monitored through bi-
monthly surveys, covering a random sample of streets and other relevant sites. Each site is graded 
depending on how badly littered it is. The 2010/11 score of 76 is the best the area has achieved, placing 
Stirling amongst the highest performing Council in Scotland. 

 
Roads 
 

▫ Work continued on a Road Asset Management Plan providing a technical appraisal of the Stirling Council road 
network, as a solid foundation on which to tackle the challenges facing the Council in relation to the extensive 
road network.  The Plan will take account of whole life cycle costs, and put forward recommended investment 
options to upgrade and improve all asset elements associated with roads including, carriageways, footpaths, 
lighting, drainage and bridges. 

 
Winter Resilience 
 

▫ Following the difficult winter of 2010/11 services have been reviewed in terms of winter resilience.  
 
Flood Management 
 

▫ Work took place with Council Services to ensure that contingency plans were in place to deal with the 
consequences of flooding, and events are being held with local community groups and organisations outlining 
the implications of flooding in the local area. 

 
 
Improvement Activity 

 
Implement and manage progress against the five key aims for the roads and transport service 
through the Council’s Road Management Plan 
 
5.1% of the road network across the Stirling Council area was treated this year, and the overall percentage of the 
road network that was assessed as requiring maintenance treatment has reduced from 44.5% last year to 43.8% 
this year.   
 
However, the severe winter weather experienced this year has significantly increased the deterioration over 
vulnerable parts of the network and so additional revenue and capital expenditure has been made available for 
improving road and footway condition in 2011/12. 



 
Significant access improvements completed this year as part of the Road Management Plan include: 

▫ Ring road improvements – completion of Kings Knot and Greenyards roundabouts. 

▫ Increase of demand responsive transport services to cover residents in the remote rural areas. 

▫ Introduction of the new City Centre Parking controls. 

▫ Commencement of improvements at Kildean/Craigforth interchange. 
 
A comprehensive Roads Asset Management Plan is being developed and work will continue over the next year. 
 
Further develop performance measures for categories of non-householder planning applications to 
reflect the complexity of these planning applications and demonstrate performance improvements 
 
From April 2010, the Scottish Government introduced new categories of planning applications.  Stirling’s Planning 
Service has developed new measures and targets to monitor performance in relation to these categories.   
 
Local developments can comprise housing developments from 1 up to 49 homes.  These are assessed and 
determined by planning officers, with relevant statutory consultation carried out with other services, agencies and 
local communities as necessary. The Government has set a determination period of 2 months for such 
applications. Given the relative scale and potential complexity of these applications, Stirling has set a target of 
70% of Local applications within 2 months. 
 
Major developments, for both housing and business and industry, require applicants to undertake a process of 
pre-application consultation with local community councils and key stakeholders, and provide supporting 
assessments relating to traffic, environmental and other local impacts.  The Government has set a determination 
period of 4 months for these applications. Stirling has set a target of 70% within 4 months.    
 
These quantitative indicators have been in place since October 2010 and performance over the last six months is 
shown in the table below.   
  

  Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 
6 Month 
Average 

Target Status 

Housing - Local applications dealt 
with within 2 months 

64% 67% 50% 0% 57% 0% 40% 70%   

Housing - Major applications 
dealt with within 4 months 

N/A* N/A* N/A* 100% N/A* N/A* 100% 70%   

Non-housing - Local applications 
dealt with within 2 months 

83% 100% 100% 60% 100% 0% 74% 70%   

Non-housing - Major applications 
dealt with within 4 months 

N/A* N/A* N/A* N/A* 0% N/A* 0% 70%   

* - no such applications received this month 

 
Some targets have not been met, which can be attributed to the number, type, scale, complexity and quality of 
the initial planning applications; the additional time for any re-working or amendments to the applications by the 
applicant; time taken to receive supporting information from the applicants and statutory consultees; and time for 
referrals to Planning Panel; all of which can extend the overall period for determination of the application.   
 
Planning Services work proactively with applicants to improve the quality of applications to achieve, wherever 
appropriate, a positive determination.  Indicator definitions and targets will now be reviewed to ensure meaningful 
measurement of service performance and customer outcomes.  As performance remains below target overall this 
area will remain as an improvement priority over the next year. 
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Key Performance Indicators 
 
Recycling & waste collection routes completed on the correct day 

 

2008/09 2009/10 2010/11 Target Status Trend 

96.0% 93.4% 91.4% 95.0% 
  

Due to the prolonged period of adverse weather from November 
2010 to January 2011, with the continuous presence of snow and 
ice on untreated local access and residential roads and footways by 
which the majority of households are accessed, the waste collection 
service was significantly disrupted. Despite these conditions, 
collections were attempted in all areas throughout this period. The 
percentage of collection routes completed until 30th November 
2010 was 96.4% within tolerance of the target of 98%. This annual 
average has reduced following the adverse weather disruption. 

 
Percentage of municipal waste composted/recycled 

 

2008/09 2009/10 2010/11 Target Status Trend 

41.5% 43.5% 48.2% 45.0% 
  

The percentage of waste recycled and composted continues to 
increase, with a 4.7% increase for 2010/11 compared with the 
previous year. Stirling Council residents continue to make 
significant progress to meeting the Scottish Government target of 
50% recycling by 2013 and continues to be one of the best 
performing Councils in terms of recycling and diversion of waste 
from disposal in landfill. 

 
Road maintenance public enquiries responded to within target 

 

2008/09 2009/10 2010/11 Target Status Trend 

70% 75% 70% 80% 
  

Performance has deteriorated to 70% this year compared to a 
target of 80%. There was a vast increase in the number of 
enquiries received during the winter months due to the extreme 
weather conditions experienced - a total of 238 enquiries were 
received in October rising to 647 in November and 1668 in 
December, falling only slightly to 901 in January. These high levels 
of demand meant that not all target timescales were achieved. 

 
Road network treated 

 

2008/09 2009/10 2010/11 Target Status Trend 

4.6% 4.6% 5.1% 4.0% 
  

The percentage of the road network across the Stirling Council 
authority area that has been treated this year has increased to 
5.1%, which is above the target of 4%. 

The overall percentage of the road network that should be 
considered for maintenance treatment has also improved to 43.8% 
from 44.5% last year.  Subject to the severity of future weather 
events, planned expenditure over the next 5 years should see a 
continuing improvement, moving the Council towards its 
established target of achieving Scottish average carriageway 
condition. 
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Percentage of householder planning applications dealt with within two months 
 

2008/09 2009/10 2010/11 Target Status Trend 

86.3% 87.7% 84.4% 90.0% 
  

Performance has dropped only slightly this year, from 87.7% to 
84.4%. The introduction of a new 'fast tracking' process for 
householder applications that do not raise significant issues will 
help improve this performance over the next year. 

 
 
Customer Insight 

 
Open Space Consultation 
 
Stirling Council is developing a strategy to guide and inform development of open space.  As part of the 
development of this strategy, a consultation exercise was undertaken to understand residents’ use of open 
spaces, any issues of note and the value they attached to open spaces.  
 
Consultation was conducted via two main approaches.  Paper forms were available for completion at a number of 
consultation events organised around the Councils Local Development Plan process.  It was also publicised in the 
local press and the Council website for completion online.  Overall, the consultation stimulated a good level of 
interest, with the majority of responses coming from areas such as Bridge of Allan, Dunblane and Strathblane. 
 
 
Customer Satisfaction with Planning Services 
 

The fourth customer satisfaction survey by planning services was carried out this year, with previous surveys 
being undertaken in 2004, 2006 and 2008.  This was a postal self-completion questionnaire and there was the 
opportunity to complete the survey online.  The survey was sent to two groups 1) customers making planning 
applications - “applicants and agents” and 2) those individuals that have commented on a planning application - 
“contributors”.  The survey covered the topics of contacting the service, satisfaction with staff and advice given, 
availability of documentation and internet services, importance of customer service and overall satisfaction.  
74.5% of service users (applicants and agents) rated the Planning Service overall as very good or fairly good, 
with 84.4% stating that the service met their expectations. 
 
 
Stirling West Rural Transport Consultation 
 

This report provides the findings of a public transport survey undertaken in the South West rural area of Stirling in 
spring/ early summer 2010.  The aim was to understand perceptions of, and aspirations for public transport use, 
and specifically to understand attitudes to different forms of collective transport.  Two questionnaires were 
distributed: one for adults in general and one targeted at young people under the age of 24.  A total of 791 
responses were received from both, from across the SW rural area. 
 
A significant proportion stated they already regularly use public transport. Amongst all respondents the bus 
remains most popular. While many are critical of current bus services, comments indicate a desire to see services 
improve. It appears that respondents have strong desire to use public transport more than they do currently. 
Those surveyed appeared most concerned with the frequency, value and quality of services. 
 
 
Inspections 

 
ISO Audit 
 
Several of Stirling Council's services achieved internationally recognised awards from the British Standards 
Institution this year. 
 
Stirling Council is one of the first local authorities to attain certification of their Waste Services’ Environmental 
Management System to ISO 14001, which demonstrates compliance and continual improvement in its 
environmental and sustainability performance, pollution prevention, emergency preparedness and minimising 
environmental impacts of waste operations. 
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The Council’s Fleet Management Services have achieved accreditation of their integrated Fleet Management 
System to the ISO 9001 quality management standard, which covers all fleet-related processes and activities.  
 
The Roads, Transport & Open Space Service operates a certificated Quality Management & Health Safety System 
that complies with both ISO 9001:2008 & OHSAS 18001:2007.  The award was successfully retained this year by 
undergoing a thorough assessment by the British Standards Institution.   
 
The essence of these ISO accredited systems is quality, customer-focus, performance and self-assessment with 
an emphasis on right first time, efficiency, cost effectiveness and continuous improvement.  They enable the 
service’s processes to meet the needs and expectations of all stakeholders and incorporate the goals, values and 
objectives of the Council.   
 
Local Environmental Audit and Management System (LEAMS) 
 
The LEAMS process monitors how clean a local authority’s streets are through a series of surveys carried out 
throughout the year.  These surveys are carried out by internal staff and staff of neighbouring authorities, with an 
annual validation survey carried out by Keep Scotland Beautiful. 
This year Stirling achieved an overall score of 76 from these inspections, which is a high rating and well above the 
national target standard of 67.  When inspected 66% of areas within Stirling were awarded a ‘B’ grade, indicating 
that there were no more than 3 small items of litter, and 31% were awarded an ‘A’ for there being no litter or 
refuse. 
 
Working practices have changed over recent years with the aim of improving the cleanliness score awarded to 
Stirling. This has resulted in the 2010/11 score being the highest achieved. 
 

 
Ongoing Priorities 

 
For 2011/12 the following priorities have been agreed as part of the Annual Improvement Statement: 

▫ Manage progress against the key aims set out in the Roads, Transport & Open Space Management Plan. 

▫ Through the creation of a Cross Party Steering Group on the Winter Service, consider the full range of issues 

that have arisen following recent severe weather, identify priorities for 2011/12 and recommend changes to 

policies as required. 

▫ Increase the percentage of planning applications dealt with within target timescales. 
 
Strategic Priorities as outlined in the ‘Shaping Stirling 2014’ Strategic Plan include: 

▫ Improve the environment. 
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All Performance Indicators 
 
  2008/09 2009/10 2010/11 Target Status Trend Note 

1 Percentage of municipal waste 
composted/recycled 

41.5% 43.5% 48.2% 45.0% 
  

The percentage of waste recycled and composted 
continues to increase, with a 4.7% increase for 
2010/11 compared with the previous year. Stirling 
Council residents continue to make significant 
progress to meeting the Scottish Government 
target of 50% recycling by 2013.  

2 Recycling & waste collection routes 
completed on the correct day 

96.0% 93.4% 91.4% 95.0% 
  

As noted above, this year’s deterioration was due 
to the prolonged period of adverse weather this 
winter, with the continuous presence of snow and 
ice on untreated local access and residential roads 
and footways by which the majority of households 
are accessed by the waste collection service. 

3 Net cost of refuse collection per 
premise (£s) 

115.22 118.39 113.29 95.78 

(max) 
  

The cost of refuse collection has improved this year 
and is now at its lowest since 2007/08. This is due 
to a considerable focus on improving service 
efficiencies and reducing costs in all areas of the 
business, which has been achieved despite the 
continued rollout of food waste collection to 
households. If income from recyclables was 
included the cost of collection would reduce by a 
further £10 per premise.  

4 Net cost of refuse disposal per 
premise (£s) 

80.79 85.12 88.40 86.00 

(max) 
  

The cost of refuse disposal has increased this year 
because of the statutory increase in the landfill tax. 
However, due to further increases in the diversion 
of waste from disposal in landfill, and procuring 
better value for sale of separated recyclables, some 
savings have been made by Waste Services. 

5 Overall cleanliness index achieved 75 74 76 67 
  

Working practices have changed over recent years 
with the aim of improving the cleanliness score 
awarded to Stirling. This has resulted in the 
2010/11 score being the highest achieved.  

6 Overall percentage of the road 
network that should be considered 
for maintenance treatment 

44.7% 44.5% 43.8% 36.1% 

(max) 
  

Performance has slightly improved this year with 
43.8% of roads in a condition that should be 
considered for maintenance compared to 44.5% 
last year. Subject to the severity of future weather 
events, planned expenditure over the next 5 years 
should see a continuing improvement, moving the 
Council towards its established target of achieving 
Scottish average carriageway condition.  
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  2008/09 2009/10 2010/11 Target Status Trend Note 

7 Road network treated 4.6% 4.6% 5.1% 4.0% 
  

 

8 Road maintenance public enquiries 
responded to within target 

70% 75% 70% 80% 
  

As noted above, there was a vast increase in the 
number of enquiries received during the winter 
months due to the extreme weather conditions 
experienced. These high levels of demand meant 
that not all target timescales were achieved.  

9 Percentage of householder 
planning applications dealt with 
within two months 

86.3% 87.7% 84.4% 90.0% 
  

Performance has dropped only slightly this year, 
from 87.7% to 84.4%. The introduction of a new 
'fast tracking' process for householder applications 
that do not raise significant issues will help improve 
this performance over the next year.  

10 Percentage of non-householder 
planning applications dealt with 
within two months 

51.3% 56.1% 54.2% 70.0% 
  

Performance has again dropped only slightly this 
year.  This variation can be attributed to the 
number and type of application submissions 
requiring amendment and to the scale and 
complexity of these applications and the time taken 
to receive supporting information from applicants 
and statutory consultees, prior to determination of 
applications.  

11 Building warrants first response 
within 15 working days 

63% 73% 73% 65% 
  

 

12 Building warrant determinations 
made within 6 working days 

71% 75% 80% 80% 
  

 

13 Average time (hours) between the 
time of complaint and attendance 
on site, for domestic noise 
complaints requiring attendance 
on site 

18.4 12.7 25.3 48.0 

(max) 
  

 

14 Average time (hours) between the 
time of complaint and attendance 
on site, for domestic noise 
complaints dealt with under the 
ASB (Scotland) Act 

0.3 0.2 0.2 1.0 

(max) 
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Better Services 
 
Making services better as a theme addresses the efficiency and effectiveness of council services. 
Ensuring best value and customer focus continue to be core aims. Improving performance 
management is focused on the delivery of outcomes. Ensuring lean processes, eliminating duplication, 
both within the Council and with other agencies, and streamlining bureaucracy are also important 
objectives. 
 
 

Strategic Priorities and Improvement Activity 
 
Reduce the level of staff absence 
 
The Council’s Executive Committee approved a revised Attendance Support Policy in April 2010, and this has been 
implemented over the year.  The new policy requires any employee to report through the Contact Centre if they 
are sick, at which point the relevant information is captured on the HR system.  This method of reporting absence 
has ensured greater accuracy in absence records.  The policy also requires managers to hold return to work 
interviews with their employees as soon as they come back to ensure that they are fit for work and to establish 
the reason for absence and whether support is required.  A form is completed and sent to HR.  Best practice 
evidence suggests that this approach helps to reduce absence levels. 
 
Early support for employees who are suffering from stress or have musculoskeletal injuries is ensured through the 
policy, as these causes of absence account for the most days off.  In 2010/11 the Employee Counselling Service 
received 572 contacts, and there were 115 referrals to physiotherapy.   
 
The policy also ensures that absence review meetings take place where an employee’s absence exceeds a 
threshold or where an employee has a regular pattern of specific days taken off.  The meeting is with the 
employee’s manager and an HR and Trade Union representative will also attend. 
 
The positive impact that the new Attendance Support Policy is having on absence levels is already evident, as is 
shown in the graphs below.  Performance has shown month on month improvement compared to 2009/10, as is 
illustrated in the graphs below.  Annual absence for teachers has reduced from an average of 6.4 days per 
employee to 4.7 days.  For other employees the level has reduced from 11.2 to 10.5.  New stretch targets 
illustrate the Council’s aim to continue this improvement over the next year. 
 

 
Continue the development of a comprehensive performance management framework and culture 
across the Council, with particular focus on evaluation and improvement action planning 
 
In June 2010 Stirling Council jointly procured a performance management system – ‘Covalent’ – with Fife and 
Clackmannanshire Councils.  Covalent is a web based system designed specifically for councils that allows central 
management of all performance indicators, reports, and improvement action plans.  The joint procurement project 
was recently awarded a Bronze Award in the 2011 Convention of Scottish Local Authorities (COSLA) Excellence 
Awards, in the Service Innovation and Improvement category. 
 
The implementation of Covalent began in October and will continue over the next year.  All monthly, quarterly and 
annual corporate performance reports are now generated from the system, and elected members at the Council’s 
Service Delivery & Performance Committee use a live link.  This has enabled more up to date information to be 
available at Committee, which in turn has improved discussions around performance and required improvement 
actions.  There is now work underway to train users from across the Council and to expand the use of the 
improvement planning facility. 
 
This year the Council has also commenced a programme of self-evaluation exercises.  These will cover all services 
over the next three years and will focus on identifying examples of good practice and areas for improvement both 
corporately and at a service level.  More details of this process are provided below. 
 
 
 

Implement the Council’s Organisational Development and People Strategies 
 
As part of the Organisational Development Strategy, Personal Review & Development (PRD) training has now 
been delivered to 97% of managers across the Council, excluding Education and Social Care who already operate 
a PRD process.  1253 employees have been briefed.   
 
Also through the Organisational Development Strategy, the Council recognises the importance of providing both 
leadership development and management development opportunities in relation to the organisation’s 
improvement.  Council Management Team has endorsed a Management Development Framework known as 
SCOPE, with the following objectives:  



▫ Clarify the performance, skills & behaviours expected of managers across the organisation. 

▫ Provide learning opportunities to support individual managers enhance & maintain their behaviours, 
knowledge & skills to effectively performance manage their teams, resources & service delivery. 

▫ Enable managers to respond positively & effectively to the challenging & changing business environment. 

▫ Encourage the reflection of a manager’s own performance & behaviour as the basis for future development. 

▫ Provide guidance criteria for aspiring managers. 
 
As the largest group of line managers, 153 Team leader/supervisors are currently participating in a set of 
collective workshops that include self-awareness, leading teams and coaching for performance improvement. 123 
have attended self-awareness and 79 have attended Leading Your Team.   
 
Team leaders and supervisors have access to an online forum to collaborate, share ideas, good practice, 
knowledge and experience with other line managers who are participating in SCOPE. This is a secure and private 
area hosted by the Communities of Practice for Public Service. Regular updates of development activities, 
resources and events are posted on the forum.  
 
The Council has also invested in leadership development for its Senior Leadership Team with a programme of 
development days throughout 2010/11 focused on leadership behaviours, coaching approaches and increased 
understanding of services and issues across all Council Services. 
 
Review the Strategic Plan ‘Shaping Stirling’, to agree strategic priorities for the next three years 
 
Shaping Stirling 2008–11 has been reviewed to ensure Council resources are focused on its agreed strategic 
priorities over the next three years to 2014 and that services are delivered to address these.  This has comprised 
a review of previous strategic priorities and their development into series of objectives and supporting priority 
actions undertaken through a series of workshops for elected members and service managers. 
 
The resulting Strategic and Delivery Objectives and supporting Priority Tasks were approved by Council in August 
2011 and will be reflected in Service Plans and Senior Management Objectives.   
 
 
 

Key Performance Indicators 
 
Percentage of council telephone calls answered 

 

2008/09 2009/10 2010/11 Target Status Trend 

87.0% 84.7% 83.7% 90.0% 
  

Severe winter weather from November 2010 was the main reason 
for the deterioration in performance this year. Calls answered and 
percentage abandoned continue to be monitored on a monthly 
basis so timely improvement actions can be taken as appropriate. 
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Contact Centre calls answered within 20 seconds 
 

2008/09 2009/10 2010/11 Target Status Trend 

83% 79% 72% 80% 
  

The contact centre handled 38,000 calls during November, the 
highest figure on record, due to the start of the winter’s adverse 
weather. The percentage of calls answered within 20 seconds in 
December and January dropped to 42% and 55% respectively, due 
to the momentous increase in demand.   

The resilience of the service is being greatly improved by the 
training of a wider pool of staff who will be rota-ed between the 
Contact Centre and the Customer First Service Point in the City 
Centre. 
 
 

  

Average time to respond to Talkback complaints 
 

2008/09 2009/10 2010/11 Target Status Trend 

10 22 15 15 
(max)   

This year the average time taken to respond to Talkbacks, the 
Council’s corporate complaints scheme, was 15 working days.  This 
meets the published service standard for these responses but is 
still a deterioration overall from the performance reported in 
2008/09. 

 
Average number of days per FTE lost through sickness absence for teachers 

 

2008/09 2009/10 2010/11 Target Status Trend 

5.8 6.4 4.7 7.8 
(max)   

Levels of absence amongst teachers in Stirling Council’s schools 
has decreased this year to an average of only 4.7 days per full time 
equivalent (FTE).  This is well within the target level of 7.8 days.  
The target for 2011/12 is 6 days per employee. 

 
Average number of days per FTE lost through sickness absence for all other staff 

 

2008/09 2009/10 2010/11 Target Status Trend 

11.2 11.2 10.5 9.8 
(max)   

The average absence level for council employees (excluding 
teachers) has improved again this year to 10.5 days per FTE, from 
11.2 last year. However this is still above the maximum target of 
9.8 days. In order to incentivise further improvement, which will be 
achieved by the continuing deployment of the Supporting 
Attendance Policy, a new stretch target of 8 days maximum per 
employee has been set for 2011/12. 
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Self Evaluation 

 
In 2010 Stirling Council undertook a corporate self-assessment of the Council’s strengths and areas requiring 
improvement using the Public Service Improvement Framework (PSIF).  Council Management Team discussed the 
findings of the self-assessment and agreed the key areas for improvement.  These relate to five main themes, 
with progress to date as follows: 

Strategic Planning & Leadership 
Areas for improvement within this theme included reviewing the Council’s long-term strategic objectives.  As 
reported above, the Strategic Plan ‘Shaping Stirling’ has now been reviewed to ensure Council resources are 
focused on its agreed strategic priorities over the next three years to 2014 and that services are delivered to 
address these.   The Leadership Development Programme that is underway was identified as a key strength. 

Performance Management 
Progress made this year towards this theme includes the procurement of Covalent, an integrated performance 
management system, the introduction of the PSIF self-assessment process, and the creation of a new high-level 
performance scorecard for monthly reporting to Council Management Team.  Further work is required over the 
next year to deploy relevant performance information at all levels of the organisation, strengthening the links 
between financial and performance reporting, and improving the use of comparative performance information. 
 
Customer Service 
The self-assessment identified gaps in the corporate approaches to customer insight, service standards, and 
analysing and learning from complaints.  A new Customer Service Strategy is now being developed that commits 
the Council and each service to publishing service standards, delivering against these standards, and monitoring 
performance and customer feedback in relation to service delivery.  The Strategy will be implemented over the 
coming year and will significantly strengthen the Council’s customer focus. 
 
People Resources 
Areas for improvement in relation to the Council’s employees included the further deployment of the Personal 
Review & Development (PRD) process.  The roll out of PRD has made good progress and further work will 
continue over the next year focusing on the quality of PRD meetings and employee Personal Development Plans.  
Human Resources policies continue to be reviewed and revised, and the Leadership Programme is ongoing. 
 
Finance & Other Resources 
Gaps were identified in relation to longer term financial planning, linking financial planning and policy planning, 
and asset management.  Work is ongoing to develop the focus of the Finance Service to improve cost control, 
management information, business advice and decision-making.  A full review of the Council’s Capital Programme 
was undertaken during 2010, allowing capital investment options to be assessed against strategic, corporate and 
operational priorities, and decisions made accordingly.  Overall, financial management and stewardship of 
resources was assessed as strong and robust. 

 
Following the corporate self-assessment, a programme for the full rollout of PSIF to all services over the next 2 to 
3 years has now been agreed.  Each service area assessment will result in a robust Improvement Action Plan 
specific to the service area.   
 
The output from the corporate self-assessment has also been used as the basis for the Council’s Best Value 2 
submission to Audit Scotland in advance of the Best Value 2 audit that started in March 2011 and is due to be 
completed and the report published in autumn 2011. 
 

 
Ongoing Priorities 

 
For 2011/12 the following priorities have been agreed as part of the Annual Improvement Statement: 

▫ Further develop performance management arrangements across the Council. 

▫ Reduce the level of staff absence. 

▫ Fully deploy the People and Organisational Development Strategies. 

▫ Implement the action plan from the 2009/10 External Audit Report. 

▫ Implement the actions from the Best Value 2 Improvement Plan. 
 
Strategic Priorities as outlined in the ‘Shaping Stirling 2014’ Strategic Plan include: 

▫ Improve the quality and impact of our services. 

▫ Promote diversity and equality and tackle inequality. 



 44

All Performance Indicators 
 
  2008/09 2009/10 2010/11 Target Status Trend Note 

1 Percentage of council telephone 
calls answered 

87.0% 84.7% 83.7% 90.0% 
  

2 Contact Centre calls answered 
within 20 seconds 

83% 79% 72% 80% 
  

As reported above, the severe winter weather from 
November 2010 was the main reason for the 
deterioration in performance this year. 

3 Average time to respond to 
Talkback complaints 

10 22 15 15 

(max) 
  

 

 

4 Average number of days per FTE 
lost through sickness absence for 
teachers 

5.8 6.4 4.7 7.8 

(max) 
  

 

5 Average number of days per FTE 
lost through sickness absence for 
all other staff 

11.2 11.2 10.5 9.8 

(max) 
  

Performance for this indicator has improved again 
this year though it is still above the maximum 
target of 9.8 days. 
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Participation and Responsibility 
 
Stirling Council has a strong commitment to encouraging citizens and communities to play an active 
role in the development and sustainability of the local area by engaging in and influencing the shape of 
the area’s communities.   
 
 
Progress in relation to Strategic Priorities 

 
Working Together to Engage in and Influence the Shape of our Communities 
 

▫ Work continued on the development of the approach to empowerment and citizenship to give opportunities 
for all to increased engagement and participation in the work of Stirling Council and its partners. 

 
 
Key Performance Indicators 
 
Percentage of council buildings that are suitable for, and accessible to, disabled people 

 

2008/09 2009/10 2010/11 Target Status Trend 

74.7% 77.0% 84.9% 78.0% 
  

The percentage of council buildings accessible to disabled people 
has increased this year from 77% to 84.9%.  Under the Disability 
Discrimination Act 1995 the Council is responsible for identifying 
any physical feature of its buildings that make it impossible or 
unreasonably difficult for disabled people to make use of a service.  
This indicator is expected to show an improving trend over time as 
a higher proportion of council buildings are assessed and relevant 
adaptations made. 

 
Successful external funding applications made by community groups 

 

2008/09 2009/10 2010/11 Target Status Trend 

69% 70% 83% 56% 
  

The Funding Officer and Communities Team within Stirling Council 
provide a wide range of support such as advice and information on 
funding and funding sources, training sessions and workshops, 
locally based funding surgeries, seminars and events.  The Team 
supported community organisations to attract £1,933,388 in 
external funding during 2010/11.  Of the total of 40 applications 33 
were successful.   

 

Average hours per week to complete unpaid work in the community 
 

2008/09 2009/10 2010/11 Target Status Trend 

4.1 4.4 4.5 4.1 
  

This indicator measures the average hours per week taken to 
complete the unpaid work element of a Community Payback Order 
or the unpaid work part of a Probation Order or stand-alone 
Community Service Order.  The average hours per week has 
increased to 4.5 hours against a target of 4.1.  Research shows 
that Community Service Orders are more effective in reducing 
repeat offending if the hours are completed over a shorter period of 
time. 
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Customer Insight 

 
Residents Survey 2011 
 
Stirling Council conducts a Residents Survey every two to three years using the Stirling Sounding Board.  The 
Sounding Board is made up of 1300 people who are representative of the population in the Stirling Council area 
taking into account factors such as gender, age and employment.  The survey enables the Council to keep pace 
with changes in residents’ views, and the feedback given helps the Council to continually improve services. 
 
The survey included questions about residents’ satisfaction with a range of services and facilities provided by the 
Council, as well as their views on quality of life in the Stirling Council area.  It was distributed in March 2011 and 
almost 700 residents responded.   
 
The summary results were reviewed at the Council meeting in June, when it was noted that overall satisfaction 
with the Council has increased from 60% in 2008 to 65% in 2011. Services that service users perceive as having 
improved include youth services, adult learning, community halls, environmental health, licensing, play parks, 
planning, recycling, registrars, trading standards, and refuse collection. Those seen as having deteriorated include 
road maintenance and winter gritting.  
 
The results have now been published and appropriate improvement actions are being developed.  Further details 
are available on the Stirling Council website: www.stirling.gov.uk/index/stirling/census/residentssurvey.htm  
 
 
Ongoing Priorities 

 
For 2011/12 the following priorities have been agreed as part of the Annual Improvement Statement: 

▫ Fully deploy the Customer Service Strategy. 

▫ Implement the improvement actions arising from the Council’s Residents Survey. 
 
Strategic Priorities as outlined in the ‘Shaping Stirling 2014’ Strategic Plan include: 

▫ Encourage participation and responsibility.

http://www.stirling.gov.uk/index/stirling/census/residentssurvey.htm
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All Performance Indicators 
 
  2008/09 2009/10 2010/11 Target Status Trend Note 

1 Percentage of council buildings 
that are suitable for, and 
accessible to, disabled people 

74.7% 77.0% 84.9% 78.0% 
  

 

2 Successful external funding 
applications made by community 
groups 

69% 70% 83% 56% 
  

 

3 Average hours per week to 
complete unpaid work in the 
community 

4.1 4.4 4.5 4.1 
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Sustainable Stirling 
 
Sustainable development involves more than just protecting the environment.  It means making sure 
that we create the circumstances to enable everyone to live safe, healthy and fulfilling lives without 
seriously damaging our most precious resource – the planet on which we all depend.  The Council’s 
theme of Making Stirling more Sustainable focuses on embedding Stirling’s existing commitment to 
sustainable development across all services and activities and developing further its work on carbon 
reduction and adapting to the effects of climate change.   
 
 
Progress in relation to Strategic Priorities 

 
Reduced Carbon Emissions 
 

▫ The Council is participating in The Carbon Trust’s Public Sector Carbon Management Programme. The first 
Annual Report on progress shows a 2% reduction in the emissions covered by the plan. 

 

▫ Energy efficiency targets are being set for 2011/12 and opportunities from renewable energy are being 
examined. 

 

▫ The Low Carbon Stirling public engagement campaign was launched, focusing during 2010/11 on the themes 
of Food and Energy. 

 
 
Improvement Activity 

 
Review the Carbon Management Plan to re-align targets more closely with those set by the Scottish 
Government and to ensure identified projects are funded for implementation.   
 
This year the Council worked with the Carbon Trust and independently appointed consultants to review and refine 
the existing Carbon Management Plan and projects.  The targets for carbon emissions within the Plan have been 
re-aligned to sit alongside annual targets set by Ministers under the Climate Change (Scotland) Act 2009.  This 
should minimise any duplication of monitoring and reporting on achievement of emission reduction targets. 
 
The projects contained within the action plan and their implementation costs have been assessed to ensure they 
are deliverable.  Additional projects will need to be identified during the course of the Plan to ensure the emission 
reduction target is met but consideration will also need to be given to whether sufficient funds are available to 
allow those projects to be taken forward.  
 
 
Lead an information and engagement campaign on sustainable development and carbon reduction  
 
The partnership between Stirling Council and Going Carbon Neutral Stirling (GCNS), the Low Carbon Stirling 
initiative, aims to raise awareness of the climate impact of current lifestyles and to present positive opportunities 
for change.  The focus is on carbon reduction in a sustainable development context by raising awareness and 
increasing knowledge of the issues.  A key outcome will be positive action from residents, communities, 
businesses, the council and its Community Planning partners to reduce Stirling’s overall carbon footprint. 
 
Four priority themes of energy, food, transport and waste were selected to shape the campaign, with energy 
efficiency and renewable technology providing an early focus.  A Renewable Energy Fair, including energy 
suppliers, advisors and renewables installers, launched the initiative and energy monitors have been made 
available for loan through all Stirling Council libraries, alongside display materials containing energy saving 
information and themed reading sections.  Seminars on energy efficiency and the potential for micro-renewables 
in historic and traditional buildings have also been held, with the information generated being used to adapt 
planning policies and procedures. 
 
Develop and implement an overarching Corporate Asset Management Plan that ensures assets are 
suitable and sustainable and match the Council’s plans and objectives 
 
The Council has identified more efficient utilisation of its building assets as a key priority in its Medium Term 
Financial Planning Framework and has set a savings target of £2m.  The first area to be reviewed has been city 
centre office accommodation and in October 2010 Council took the decision to rationalise its city centre office 
buildings from five to four, and also to open a city centre One Stop Shop.  In addition, in March the Council 
agreed proposals to acquire Forth Valley College’s building on Kerse Road and to temporarily close the Municipal 
Buildings for refurbishment works for reoccupation from 2013.  The Wolfcraig Offices are now being emptied 
ready for planned closure later this year. 
 



Key Performance Indicators 
 
Stirling Council’s carbon emissions level (kT CO2e) 

 

2008/09 2009/10 2010/11 Target Status Trend 

38.5 39.0 36.0 36.7 
(max)   

As outlined above, Stirling Council has been involved in various 
activities this year in partnership with Going Carbon Neutral Stirling 
with the overall aim of reducing carbon emissions.  There has been 
an improvement in the reported figure, from 39.0 in 2009/10 to 
36.0. 

The annual target is set to reduce carbon emissions year on year in 
order to meet the agreed overall target of 32.2 kT CO2e by 
2015/16. 

 
Number of online transactions 

 

2008/09 2009/10 2010/11 Target Status Trend 

208624 286278 328304 275997 
  

This measures the number of customer transactions processed 
online.  These include payments, reporting faults, and planning 
applications.  The number has increased again this year, to a total 
of 328,304 transactions, with a particularly high number recorded 
in December when the weather was poor.  The Council aims to 
make access to services as efficient as possible for the customer 
and will continue to expand the transactions available online over 
the next year as part of its Electronic Communications Strategy. 

 
Percentage of internal floor area of operational council buildings that is in a satisfactory condition 

 

2008/09 2009/10 2010/11 Target Status Trend 

96.5% 97.8% 97.6% 97.0% 
  

Performance for this indicator is fairly steady and is reported as 
97.6%, which is above the 97% target.  Twelve properties have 
become non-operational this year as they are being leased out. A 
further 11 properties have been closed, the majority of them are 
being sold or demolished (mainly public conveniences). The full 
refurbishment of Bannockburn High School has also made an 
impact on Stirling Council’s condition information. 

  
 
 
 
 
 
 
 
 
 

 
 
 

Customer Insight 
 
Sustainability Summit 
 
As part of the Low Carbon Stirling Campaign, a Sustainability Summit was held in September 2010 and brought 
together 12 sustainability groups to network and generate ideas and actions for future work.  Feedback included:  

▫ The need to improve links between the council, community groups and organisations. 

▫ The importance of shared policy ownership and developing mutual respect for expertise. 

▫ The need to develop a more integrated and consistent approach to sustainability across Council services. 

▫ Recognition that the Council could have a genuinely enabling role, do more sign posting and be more flexible. 

▫ Concern about how effective consultation is with and within communities, with a perception that it often 
appears to be a box ticking exercise. 

 
One of the main suggestions was that further summits be held on each of the campaign themes – food, energy, 
transport, and consumption/waste with the Council, GCNS and other community planning partners.  A Good 
Summit is currently being planned. 
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Stirling Allotments Consultation 
 
A short consultation on the provision of allotments in the Council area was undertaken to examine views on 
allotments sizes, fees, travel distance and preferred management approaches.  The survey was sent to all 
Community Councils in the Stirling Council area, plus all those on the allotment waiting list.  Copies of the survey 
were also left in libraries and community centres. This was also publicised in the Stirling Observer with a link to an 
online questionnaire.  A total of 91 valid responses were received, either by paper or directly online. 
 
Respondents were asked to give an opinion on their preferred size of allotment. Main options of 25, 50 and 100 
square metres were given, and the middle option of 50 was the most popular.  The overall weighted average of all 
responses gives a preferred allotment size of 61 sq. metres. 
 
Respondents were also asked to give an opinion on the maximum amount they would be prepared to pay per 
week to keep an allotment.  The overall weighted average of all responses gives a preferred maximum payment 
of £2.63 per week. As a comparison, the Council currently charges annual fees which equate to 50p per week for 
a full plot and 25p per week for a half plot. 
 
 
Fleet Management Consultation 
 
Fleet Management Services (FMS) undertook an internal customer survey to obtain feedback about the service 
they provide, which has been benchmarked against a previous survey undertaken in 2009.  Customer satisfaction 
with most elements was good.  There have been significant improvements with how FMS communicates with 
service users and their ability to deal with problems arising. 
 

 
Ongoing Priorities 

 
For 2011/12 the following priorities have been agreed as part of the Annual Improvement Statement: 

▫ Continue the implementation of the Corporate Asset Management Strategy ensuring issues of efficiency and 

cost effectiveness across all asset groups are being address. 
 
Strategic Priorities as outlined in the ‘Shaping Stirling 2014’ Strategic Plan include: 

▫ Make Stirling more sustainable. 
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All Performance Indicators 
 
  2008/09 2009/10 2010/11 Target Status Trend Note 

1 Stirling Council’s carbon emissions 
level (kT CO2e) 

38.5 39.0 36.0 36.7 

(max) 
  

 

2 Number of online transactions 208624 286278 328304 275997 
  

 

3 Percentage of gross internal floor 
area of operational council 
buildings that is in a satisfactory 
condition 

96.5% 97.8% 97.6% 97.0% 
  

 

4 Percentage of operational council 
buildings that are suitable for their 
current use 

89.2% 85.1% 86.9% 86.0% 
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Appendix 1 

Annual Improvement Statement 2011/12 
 

This statement outlines the priorities for improvement throughout the year, which are compiled from a variety of sources such as inspection and 
scrutiny reviews, performance reporting mechanisms, customer research, complaints and comments. Progress towards the areas for improvement 
is reported quarterly in the Council’s Quarterly Report.  
 

 

 
Council-Wide Priorities 

 

 Area for Improvement Source Lead Service Priority 

1.01 Continue to identify and release efficiency savings using the Change Programme.  - Best Value Improvement Plan 

- External Audit Report 2009/10  

- AIS 2010/11 

- Diagnostic Review 2009  

Improvement and 
Customer Services 

Critical 

1.02 Further develop performance management arrangements across the Council by: 

- Reviewing service performance frameworks, indicators and targets in line with 
the new Strategic Plan 

- Continuing with the schedule of service level PSIF assessments to further 
embed self evaluation 

- Developing and managing improvement action plans 

- Continuing with the roll out of the Covalent Performance Management System 

- Improving the links between financial and performance reporting 

- Improving the use of benchmarking data 

- PSIF Corporate Assessment 2010 

- Best Value Improvement Plan  

- External Audit Report 2009/10  

- AIS 2010/11 

Chief Executive's 
Office 

High 

1.03 Fully deploy the Customer Service Strategy by: 

- Introducing a set of service standards to cover all Council services and 
corporate standards of customer care, to be monitored on a regular basis 

- Developing and implementing a new Customer Complaints Policy 

- Developing more effective customer engagement 

- Employing new technology and new delivery channels to be helpful to our 
customers 

- PSIF Corporate Assessment 2010 Improvement and 
Customer Services 

High 

1.04 Through the creation of a Cross Party Steering Group on the Winter Service, 
consider the full range of issues that have arisen following recent severe weather, 
identify priorities for 2011/12 and recommend changes to policies as required. 

 

 

- Scrutiny Panel on Winter Service 
2011 

- Severe Weather 2010/11 De-brief  

   Report and Action Plan 

Governance High 
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 Area for Improvement Source Lead Service Priority 

1.05 Reduce the level of staff absence. - Statutory Performance Indicators  

- Stirling Performs  

- AIS 2010/11 

Improvement and 
Customer Services 

High 

1.06 Fully deploy the People and Organisational Development Strategies by: 

- Continuing the roll out of PRD across the Council 

- Introducing a process of scrutiny to ensure consistency of application of the PRD 
policy 

- Putting in place workforce planning processes 

- Gaining a better understanding of the impact of learning and development 

- Developing more effective employee engagement and communication 

- PSIF Corporate Assessment 2010 

- AIS 2010/11 

Improvement and 
Customer Services 

Medium 

1.07 Continue the implementation of the Corporate Asset Management Strategy 
ensuring issues of efficiency and cost effectiveness across all asset groups - 
including property, roads and ICT - are being addressed. 

- PSIF Corporate Assessment 2010 

- Best Value Improvement Plan  

- External Audit Report 2009/10  

- AIS 2010/11 

Assets, Property 
and Facilities 
Management 

Medium 

1.08 Further develop financial planning arrangements with a focus on cost control, 
management information, business advice and decision-making. 

- PSIF Corporate Assessment 2010 

- External Audit Report 2009/10 

Finance and 
Procurement 

Medium 

1.09 Implement the action plan from the 2009/10 External Audit Report, particularly 
in relation to procurement, members’ development and arms length companies. 

- External Audit Report 2009/10 Governance Medium 

1.10 Implement the actions from the Best Value 2 Improvement Plan (currently 
awaiting outcome of audit). 

- BV2 Improvement Plan 2011 Chief Executive’s 
Office 

Tbc 

1.11 

 

Implement the improvement actions arising from the Council’s Residents Survey. - Residents Survey 2011 Chief Executive’s 
Office 

Medium 
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Service Specific Priorities 
 

 Area for Improvement Source Lead Service Priority 

2.01 Implement the improvement actions arising from the HMIe Inspection of Child 
Protection services and follow up inspection. Key areas for improvement include:  

- Ensuring more children get the help they need at an early stage  

- Improving the actions taken in immediate response to children when there are 
concerns about their safety  

- Improving assessments of risks and needs  

- Improving plans for children  

- Developing more effective ways of identifying what services need to do to 
improve processes  

- Strengthening the leadership of the Child Protection Committee  

- Child Protection Inspection 2010 

- AIS 2010/11  

Social Care Critical 

2.02 Implement the action plan in support of the 20 recommendations contained within the 
Social Work Inspection Agency (SWIA) report and follow up inspection, 
including:  

- Improving outcomes for frail older people and people with learning disabilities  

- Improving corporate parenting for looked after children  

- Considering what more can be done for rural communities  

- Developing a strategic approach to commissioning  

- Using performance information to drive improvements  

- Ensuring all strategies and policies are up to date  

- SWIA Inspection 2009  

- MAISOP Inspection 2007  

- Residents Survey 2008  

- AIS 2010/11  

Social Care Critical 

2.03 Implement the improvement actions developed in response to the Scottish Housing 
Regulator’s inspection of housing management, asset management and the Repairs 
Service within Housing Services. Recommendations in the inspection report include:  

- Improving equalities information  

- Ensuring the new ICT system is commissioned  

- Improving performance and information management  

- Continuing to develop tenant participation  

- Reviewing the allocations policy  

- Improving the management of anti social behaviour  

- Promoting and improving access to the housing list  

- Complying with the obligations of Right to Repair  

 

 

- Scottish Housing Regulator (SHR)  

   Inspection Report 2010  

- AIS 2010/11 

Housing High 
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 Area for Improvement Source Lead Service Priority 

2.04 Manage progress against the key aims set out in the Council’s Roads, Transport & 
Open Space Management Plan, including taking urgent action to reduce the overall 
percentage of the road network in the Stirling district that should be considered for 
maintenance.  

- Best Value Improvement Plan  
- Residents Survey 2008  
- Statutory Performance Indicators  
- Stirling Performs  
- AIS 2010/11 

Roads, Transport 
and Open Space 

High 

2.05 Deliver on the key priorities for action as set out in the Education Standards and 
Quality Report, with a particular focus on raising the achievement of the lowest 
attaining 20% of children and young people. 

- Education Service Standards and  

   Quality Report 2009/10 

Education High 

2.06 Reduce current tenants’ arrears.  - Statutory Performance Indicators  

- Stirling Performs  

- AIS 2010/11 

Housing Medium 

2.07 Reduce the time taken to re-let void housing properties. - Stirling Performs  

- AIS 2010/11 

Housing Medium 

2.08 Increase the percentage of householder and non-householder planning applications 
dealt with within target timescales.  

- Statutory Performance Indicators  

- Stirling Performs  

- AIS 2010/11 

Planning, 
Regulation and 
Waste 

Medium 
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