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Executive Summary

A single Community Operations service is in place following various structural realignments
which have brought together a range of front facing services in relation to the council’s
environmental assets (i.e. Street Cleaning, Grounds Maintenance, Cemetery Services,
Roads Maintenance Operations, and Country Parks for the Future) as well as regulatory
related services (i.e. Environmental Health and Trading Standards), and services in respect
of Waste Solutions, Fleet Resources, and the Built Environment.

Creation of this single community operation through the Chief Officer (Community
Operations) has seen the integration of services and enhancements to natural
environments and green spaces to further support general wellbeing, social inclusion,
physical and mental health, and connectivity with the local environment. The creation of a
single front-line community operation that supports the day-to-day maintenance and
management of the resources, services, and assets required to deliver a wide range of
environmental services, as well as many culture, sport, and leisure pursuits, is also key to
supporting about environmental enhancements and the health benefits they bring.

A substantial range of performance indicators are in place within Community Operations to
assess efficiency and effectiveness in terms of service delivery and case management on
a day-to-day basis. A suite of statutory indicators also enables costs and satisfaction to be
assessed and compared nationally.

The service monitors performance in various ways, including subject matter specific review
meetings as well as regular management meeting discussions. These meetings make use
of the evidence provided by the performance results to inform discussions around the best
use of resources, to decide priorities in this respect, to highlight areas requiring
improvement, and to agree remedial actions which require to be implemented.

For strategic overview and scrutiny purposes, this report provides Members of the
Environment and Climate Change Committee with an update of the latest results for the
suite of performance indicators within Community Operations.

Recommendations

It is recommended that the Environment and Climate Change Committee:



(1) Review the high-level performance overview presented in Appendix 1 and identify

where further information is required to understand or investigate performance further.

The Plan for North Lanarkshire

Priority All priorities

Ambition statement All ambition statements

Programme of Work  Statutory / corporate / service requirement

1.1

1.2

1.3

1.4

1.5

1.6

Background

There are six inter-related strategic frameworks which are key to evaluating the
success of The Plan for North Lanarkshire and assessing delivery towards achieving
the overall vision by ensuring each stage is appropriately aligned, planned, guided,
implemented, monitored, and governed.

The six frameworks focus on ensuring a corporate one council approach in respect of
Policy, Governance, Performance, Self-Evaluation, Project Management, and
Demonstrating Improved Outcomes for Communities.

The Strategic Performance Framework comprises performance measurement at three
levels. This aims to collectively provide an overview of performance to help understand
the impact of council activities on improving services and outcomes for the people and
communities of North Lanarkshire. The measures in this Framework allow for day-to-
day activities, and progress towards achieving the long-term vision set out in The Plan
for North Lanarkshire, to be regularly monitored, reported, assessed, and scrutinised.

The Strategic Performance Framework is aligned to the Accounts Commission’
Statutory Direction which places a requirement on councils to ensure clear, balanced,
and effective reporting on how well services are performing that includes (i)
comparisons of performance over time and between councils, and (ii) shows how well
local outcomes are being improved. For information, the council’s comparative
performance in Local Government Benchmarking Framework (LGBF) indicators can be
viewed through the Improvement Service’s online dashboard:
https://www.improvementservice.org.uk/benchmarking/explore-the-data

A Performance Reporting Schedule supports the timely submission of a range of
performance information to ensure fully informed review, reporting, scrutiny, and
decision-making processes by Elected Members and senior management. This
Schedule, endorsed by the Audit and Scrutiny Panel each year, includes Chief Officer’s
individual Performance Reviews at Service Committees in line with the Strategic
Performance Framework.

This report therefore presents the Environment and Climate Change Committee with
the latest performance results for Community Operations’ services for Members’ further
review and scrutiny.

2.

Strategic Performance Framework

Environment and Climate Change Committee responsibilities

2.1

In line with the terms of reference outlined in the Scheme of Administration, the
Environment and Climate Change Committee is responsible for monitoring and


https://www.improvementservice.org.uk/benchmarking/explore-the-data

2.2

2.3

reviewing performance information for the following Ambition Statements from The Plan
for North Lanarkshire.

14. Ensure the highest standards of public protection.

16. Transform our natural environment to support wellbeing and inward investment
and enhance it for current and future generations.

17. Ensure we keep our environment clean, safe, and attractive.

The high-level performance overview in Appendix 1 presents Members with a summary
of the latest results for performance indicators relating to the services that sit within the
remit of the Chief Officer (Community Operations) - with the exception of Active and
Creative Communities which sits within the remit of the Communities Committee, and
Facility Support Services and School Transport which sit within the remit of the
Education and Families Committee.

The information in Appendix 1 comprises the undernoted. Appendix 2 provides
additional context in respect of the council’s approach to the measurement of indicators
and setting of targets.

« An ideal direction arrow - this indicates whether a higher or lower figure is the
preferred direction of travel. ~

A higher figure is better
v | Alower figure is better

«  Measurement unit - for example whether the result is a %, a number, a unit cost
(in £), or a ratio.

»  Performance results for the most recent financial years (depending on availability
of data) along with the latest year’s target and corresponding RAG status (for
indicators where it is appropriate to set targets).

Key to RAG status
Green Performance is on target and/or within acceptable thresholds
Red Performance does not meet target and is outwith acceptable thresholds
Blue Performance surpasses the target and exceeds expectations

- The most recent quarterly results, along with the corresponding target and RAG
status. Note the inclusion of this information is dependent on the measurement
frequency of the indicator and availability of data as at the time of reporting.

- A trend graph - this captures the direction of travel achieved over the years and
includes the most recent monthly or quarterly results where available.

- Comments - narrative summarising the current position and providing an
explanation for any significant variations in performance. Where applicable, this
narrative also highlights any internal or external factors impacting on service
delivery as well as any residual effects of the pandemic, e.g. any increase or
decrease in the volume of transactions or enquiries processed.

Current context

2.4

The performance information presented in Appendix One should be considered within
the context of the following:

« Arationalisation exercise is currently underway across the land and waste service
to consolidate operations within key depot facilities. This will improve overall
service efficiencies, free up space for other service areas to bring their facilities
together and ultimately generate a capital receipt for the council through the sale
of any depots that are deemed surplus to requirements.

« The extent to which the service has supported the council in terms of responding



to and recovering from the pandemic over the three years from 2020 to 2022, while
maintaining service delivery of critical areas of public health and safety in line with
legislation. Resuming business as usual activities at pace thereafter involved
dealing with significant volumes in terms of backlogs in particular areas of service
- the latest results for these areas now show demand to be stabilising and
performance levels back on track.

« In resuming business as usual activities as noted above, the subsequent increase
in the volume of business experienced by some areas of service that added to the
caseloads which require to be dealt with included in environmental health, while
the food law recovery plan and related inspection regime implemented in the
aftermath of the pandemic impacted on food business inspection visits and
required changes to processes and ways of working.

« As per the Internal Audit review reported to the Audit and Scrutiny Panel in May
2025), this performance report reflects implementation of the recommendation
therein, i.e. to report performance information to senior management and elected
members. Work is ongoing to address the second recommendation (in respect of
improving compliance with corporate processes and procedures in relation to the
description, calculation, and recording of performance indicators), which includes
a review of the existing suite of performance indicators to ensure these remain
effective in assessing the efficiency and effectiveness of service delivery and case
management on a day-to-day basis as well as being able to contribute to assessing
progress in delivering The Plan for North Lanarkshire. New measures will be
available for reporting from the 2025/26 year end onwards. This review includes
targets and thresholds to ensure these remain fit for purpose and contribute
positively to continuous service improvement.

- In the meantime, work is also underway to ensure systems and processes are
aligned, and the related request mechanisms are integrated, to be able to collect
data in respect of a new measure to support oversight of instances where
residents’ bins are lost or damaged during collection (as agreed at the Council
meeting in June 2025). It is expected that this data will be available for reporting
from April 2026.

Recent performance highlights

2.5

2.6

2.7

Overall, the latest figures show that 32.6% of all of North Lanarkshire's roads are

considered to require maintenance treatment which maintains the consistent trend over

the years of less than a third of all roads requiring maintenance treatment. Performance
also remains below (and therefore better than) target.

- The council’s performance in respect of A class roads (i.e. major and strategic
roads) which are considered to require maintenance treatment continues to remain
lower than the averages for Scotland and the family group of similar councils with
less than a quarter (23.8%) of A class roads in North Lanarkshire considered to
require maintenance treatment compared to the Scottish average (30.6%) and the
family group of similar councils (28.2%).

The latest figures in respect of the cost of maintaining roads per kilometres of length
show a decrease (i.e. an improvement) from the previous year and continue to remain
lower than the family group of similar councils (which comprises the eight most densely
populated council areas). The location of North Lanarkshire’s roads in central Scotland
makes them very heavily used, with the heavier volume and density of traffic having a
greater impact on wear and tear of the road network compared to a council in a rural
area for example.

Performance for the council’s refuse service continues to show a positive picture in the
round with refuse disposal costs remaining below target and satisfaction levels in terms


https://northlanarkshire.cmis.uk.com/Document.ashx?czJKcaeAi5tUFL1DTL2UE4zNRBcoShgo=ehNJcWuV15m2XzqDSlQ8laNqnfB9zsn8Ukd%2b7F1TPCqRoRNCaD0wwQ%3d%3d&rUzwRPf%2bZ3zd4E7Ikn8Lyw%3d%3d=pwRE6AGJFLDNlh225F5QMaQWCtPHwdhUfCZ%2fLUQzgA2uL5jNRG4jdQ%3d%3d&mCTIbCubSFfXsDGW9IXnlg%3d%3d=hFflUdN3100%3d&kCx1AnS9%2fpWZQ40DXFvdEw%3d%3d=hFflUdN3100%3d&uJovDxwdjMPoYv%2bAJvYtyA%3d%3d=ctNJFf55vVA%3d&FgPlIEJYlotS%2bYGoBi5olA%3d%3d=NHdURQburHA%3d&d9Qjj0ag1Pd993jsyOJqFvmyB7X0CSQK=ctNJFf55vVA%3d&WGewmoAfeNR9xqBux0r1Q8Za60lavYmz=ctNJFf55vVA%3d&WGewmoAfeNQ16B2MHuCpMRKZMwaG1PaO=ctNJFf55vVA%3d

2.8

of the refuse collection service maintaining a consistent level. Recycling rates have also
increased - to the highest ever of 47.9%. This is higher than the national average of
44.3% and the average for the family group of similar councils (42.3%). The number of
refuse collection complaints continues to remain low with 1.3 complaints received per
1,000 household collections which overall equates to 15,195 complaints out of just over
12 million household collections during 2024/25.

The proportion of eligible premises achieving the national Food Hygiene Information
Scheme (FHIS) pass award continues to perform above target. The latest year to date
figures, up to and including quarter 3 of 2025/26, show 96.1% of premises (2,452 out
of 2,552) achieving the pass award.

Areas of performance requiring improvement

2.9

2.10

2.11

Previous performance reports to the Environment and Climate Change Committee had
noted performance in completion certificates and building warrants continuing to remain
below target, however both these service areas had experienced a significant
improvement as at the 2024/25 year end. This followed a prolonged period of high
demand volumes combined with increased customer expectation around the
completion of projects and extent of on-site activities as well as challenges around the
recruitment process, long-term absences, support issues, and system outages all
contributing to lower than target performance. Performance in 2025/26 to date has
subsequently shown a drop and the reasons for this are being investigated.

Enquiries closed off within response timescales in relation to roads enquiries and
streetlight repairs completed within 7 days had both shown performance lower than the
expected target for 2024/25. This period included the transition to a new term
maintenance contractor and the implementation of a new maintenance management
system, both of which encountered some teething issues that impacted on the reported
performance figures; however, these have now been resolved, and it is expected that
the 2025/26 figures will show improvement in this respect.

Overall, performance results in relation to unit costs available through the LGBF suite
of indicators represent a mixed picture across all councils in Scotland. This LGBF
overview publication recognises general trends across Scotland, for example, it notes
that some nonprotected service areas have seen recent uplifts in their spend, after a
long-term pattern of reducing budgets. This largely reflects the resumption in activity,
which was deferred during the pandemic, including in relation to significant capital
programmes. For example, culture and leisure, environmental services, roads, planning
services, and corporate support services have all seen an increase in expenditure in
recent years. However, unit costs should never be considered in isolation and a full
picture of performance should be reviewed, for example public satisfaction levels with
environmental related services show improvement in the latest results as does the level
of performance achieved.

Next steps

2.12

As noted in paragraph 1.5, the Strategic Performance Framework is supported by a
Performance Reporting Schedule. This sets out the arrangements for service, statutory,
and Strategic Performance Framework reporting to committee. In this respect the
relevant Committee can expect to receive the following reports in respect of Community
Operations areas of work in 2026 to 2027.

Report Description Committee Committee
cycle for



https://www.improvementservice.org.uk/__data/assets/pdf_file/0031/58189/Benchmarking-Overview-Report-2025.pdf
https://www.improvementservice.org.uk/__data/assets/pdf_file/0031/58189/Benchmarking-Overview-Report-2025.pdf

next report

Business
regulation
service plan

All local authority regulators of food law and
occupational health and safety law must plan
their enforcement and advisory activities and, in
accordance with independent auditor
preference, present that plan before a relevant
committee for its approval. This includes a
summary of the service plan for the council’s
Business Regulation Service (and latest
performance achievements) to fulfil obligations
in respect of food law and occupational health
and safety law.

Latest report in August 2025: link to report

Environment
and Climate
Change
Committee

Cycle 3in
2026

Building
Standards
performance

There is a statutory requirement to produce and
publish on the council website an Annual
Building Standards Verification Performance
Report. The report includes a broad range of
performance and service improvement
information, and it looks back at the previous 12
months, as well as looking forward to the next
period.

Latest update for 2024/25 (May 2025): link to
website.

n/a, published
on the
council’s
website each
year

n/a,

next annual
report will be
published
May 2026

Scottish Road
Works
Commissioner
annual road
works
performance
review

The Scottish Road Works Commissioner

oversees improvements to the planning, co-

ordination, and quality of road works by both

local authorities and statutory undertakers in

Scotland. The council has a statutory duty under

section 118(1) of the New Roads and Street

Works Act 1991, to co-ordinate the execution of

works of all kinds in roads for which they are

responsible:

(a) In the interests of safety.

(b) To minimise inconvenience to persons using
the road.

(c) To protect the structure of the road and
integrity of apparatus in it.

This report presents details of the Scottish Road

Works Commissioner’s annual performance

review in terms of how well the council is

meeting its statutory obligations.

Latest report in August 2025: link to report

Environment
and Climate
Change
Committee

Cycle 3in
2026

3.

3.1

Measures of success

Measures of success include:

Regular oversight and monitoring of performance across the organisation to gain

assurances in terms of governance and accountability.

Regular review and challenge processes to scrutinise the performance of the
council to ensure effective use of resources and that resources are directed in
accordance with agreed policy and according to priorities, while ensuring sound
decision making and clear accountability for the use of resources in achieving
improved outcomes for service users and the local community.
Performance monitoring, management, and reporting arrangements that support
the demonstration of improved performance in local services and outcomes, and
the delivery of Best Value.

4,

Supporting documentation



https://northlanarkshire.cmis.uk.com/Document.ashx?czJKcaeAi5tUFL1DTL2UE4zNRBcoShgo=TYcqpaLMP4tGkWCgAQAnvoRsG1KuYWq6CYTO%2f5hkJ2AoGaSpn4Ow0g%3d%3d&rUzwRPf%2bZ3zd4E7Ikn8Lyw%3d%3d=pwRE6AGJFLDNlh225F5QMaQWCtPHwdhUfCZ%2fLUQzgA2uL5jNRG4jdQ%3d%3d&mCTIbCubSFfXsDGW9IXnlg%3d%3d=hFflUdN3100%3d&kCx1AnS9%2fpWZQ40DXFvdEw%3d%3d=hFflUdN3100%3d&uJovDxwdjMPoYv%2bAJvYtyA%3d%3d=ctNJFf55vVA%3d&FgPlIEJYlotS%2bYGoBi5olA%3d%3d=NHdURQburHA%3d&d9Qjj0ag1Pd993jsyOJqFvmyB7X0CSQK=ctNJFf55vVA%3d&WGewmoAfeNR9xqBux0r1Q8Za60lavYmz=ctNJFf55vVA%3d&WGewmoAfeNQ16B2MHuCpMRKZMwaG1PaO=ctNJFf55vVA%3d
https://www.northlanarkshire.gov.uk/planning-and-building/building-standards/building-performance
https://www.northlanarkshire.gov.uk/planning-and-building/building-standards/building-performance
https://northlanarkshire.cmis.uk.com/Document.ashx?czJKcaeAi5tUFL1DTL2UE4zNRBcoShgo=DoWUIJWK3YWLtajmdNUtl4shVbuNm0r2ZIZw1akd53LwkpSmFbScdw%3d%3d&rUzwRPf%2bZ3zd4E7Ikn8Lyw%3d%3d=pwRE6AGJFLDNlh225F5QMaQWCtPHwdhUfCZ%2fLUQzgA2uL5jNRG4jdQ%3d%3d&mCTIbCubSFfXsDGW9IXnlg%3d%3d=hFflUdN3100%3d&kCx1AnS9%2fpWZQ40DXFvdEw%3d%3d=hFflUdN3100%3d&uJovDxwdjMPoYv%2bAJvYtyA%3d%3d=ctNJFf55vVA%3d&FgPlIEJYlotS%2bYGoBi5olA%3d%3d=NHdURQburHA%3d&d9Qjj0ag1Pd993jsyOJqFvmyB7X0CSQK=ctNJFf55vVA%3d&WGewmoAfeNR9xqBux0r1Q8Za60lavYmz=ctNJFf55vVA%3d&WGewmoAfeNQ16B2MHuCpMRKZMwaG1PaO=ctNJFf55vVA%3d

Appendix 1 - High-level performance overview.
Appendix 2 - Note for information in respect of performance indicators and targets.

-

2yt

Lyall Rennie
Chief Officer (Community Operations)

5. Impacts

5.1 Public Sector Equality Duty and Fairer Scotland Duty
Does the report contain information that has an impact as a result of the Public
Sector Equality Duty and/or Fairer Scotland Duty?
Yes O No
If Yes, please provide a brief summary of the impact?
If Yes, has an assessment been carried out and published on the council’s
website? https://www.northlanarkshire.gov.uk/your-community/equalities/equality-
and-fairer-scotland-duty-impact-assessments
Yes O No O

5.2 Financial impact
Does the report contain any financial impacts?
Yes O No
If Yes, have all relevant financial impacts been discussed and agreed with
Finance?
Yes O No (]
If Yes, please provide a brief summary of the impact?

5.3 HR policy impact
Does the report contain any HR policy or procedure impacts?
Yes O No
If Yes, have all relevant HR impacts been discussed and agreed with People
Resources?
Yes O No O
If Yes, please provide a brief summary of the impact?

54 Legal impact
Does the report contain any legal impacts (such as general legal matters, statutory
considerations (including employment law considerations), or new legislation)?
Yes O No
If Yes, have all relevant legal impacts been discussed and agreed with Legal and
Democratic?
Yes O No O
If Yes, please provide a brief summary of the impact?

5.5 Data protection impact

Does the report / project / practice contain or involve the processing of personal
data?

Yes O No

If Yes, is the processing of this personal data likely to result in a high risk to the
data subject?

Yes O No O

If Yes, has a Data Protection Impact Assessment (DPIA) been carried out and e-



https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments
https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments

mailed to dataprotection@northlan.gov.uk
Yes O No O

5.6

Technology / Digital impact

Does the report contain information that has an impact on either technology, digital
transformation, service redesign / business change processes, data management,
or connectivity / broadband / Wi-Fi?

Yes U No

If Yes, please provide a brief summary of the impact?

Where the impact identifies a requirement for significant technology change, has
an assessment been carried out (or is scheduled to be carried out) by the
Enterprise Architecture Governance Group (EAGG)?

Yes O No ]

5.7

Environmental / Carbon impact

Does the report / project / practice contain information that has an impact on any
environmental or carbon matters?

Yes O No

If Yes, please provide a brief summary of the impact?

5.8

Communications impact

Does the report contain any information that has an impact on the council’s
communications activities?

Yes O No

If Yes, please provide a brief summary of the impact?

5.9

Risk impact

Is there a risk impact?

Yes L] No

If Yes, please provide a brief summary of the key risks and potential impacts,
highlighting where the risk(s) are assessed and recorded (e.g. Corporate or
Service or Project Risk Registers), and how they are managed?

5.10

Armed Forces Covenant Duty

Does the report require to take due regard of the Armed Forces Covenant Duty (i.e.
does it relate to healthcare, housing, or education services for in-Service or ex-
Service personnel, or their families, or widow(er)s)?

Yes O No

If Yes, please provide a brief summary of the provision which has been made to
ensure there has been appropriate consideration of the particular needs of the
Armed Forces community to make sure that they do not face disadvantage
compared to other citizens in the provision of public services.

5.11

Children’s rights and wellbeing impact

Does the report contain any information regarding any council activity, service
delivery, policy, or plan that has an impact on children and young people up to the
age of 18, or on a specific group of these?

Yes O No

If Yes, please provide a brief summary of the impact and the provision that has
been made to ensure there has been appropriate consideration of the relevant
Articles from the United Nations Convention on the Rights of the Child (UNCRC).
If Yes, has a Children’s Rights and Wellbeing Impact Assessment (CRWIA) been
carried out?

Yes O No O



mailto:dataprotection@northlan.gov.uk

Community Operations

High-level performance overview - as at January 2026

Note, for the majority of the benchmarking indicators the most up to date data that is available nationally relates to 2024/25 (this is a more up to date position than the last
report to Committee in August 2025 which comprised data up to 2023/24 in this respect) (https://www.improvementservice.org.uk/benchmarking/explore-the-data)

Appendix 1
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Pest cortrol requests, high
priority - % wsits made within 2
working days

hegher
figure is
befler

98.9

984

green

BE0

ma
L1
o
wan
1)

N“—'—'

o
1473 158 3020 1173 17299 7104 129800 il
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|1ma The vokeme of Dusiness advice requests dealt wih in 2020:21 {441) more
bt .,—v—k,//‘v. than doubded from the previous year (177). This arose fiom an increase in
Trading standards, Business reghes s the numiber of business acvce requests seeking advce and gudance on
advice requests - % deall with 048 figure is % a7 ar.2 7.5 969 886 100.0 983 a7.0 green 100.0 87.0 ::: cormpliance wilh covid legisiation. Demand has since reduced 1o 129 in
within 14 days of recespt betier st 2021122 and has continued a gradusl downward irend thereafter fo 58 in
s Al 3 o an s st 203425,
This imdecator has continued to perform withen the target and threshold levels.
b 2 5710 of eligible premises were inspected diring 2024725 with (96%) 2 465
::;g::?gn?;d:a'd:w?;;e highes e achieving the pass award. The targe in place remains #1 50% and which
g Huai 1 ! 8id .._._.-._'-f’"-‘_ was sef due to ongoing Food Law recovery.
?&m;m&:ﬂnﬁﬁﬂgj . 046 lm:‘j o 843 34.1 M3 94.2 348 95.6 6.0 0.0 blue 96.1 50.0 S L periomance 1o date, up 1o and induding quarer % in 202526, nas
et ENY Lt T b B et g gy vy remainad within the target and acceptable thresholds, with 06 1% achieving
(0] ihe pass award (2 452 ot of 2 552)
Latest cost igures For NL {£11,871) show an improvement on the previous
vear (£14.012), and costs remain lower than the Scoftish average (£13,779)
and the family group of simifar councils (£14,579).
- i ks o ft ST A In many senice areas coversd by the: | ocal Govemment Benchmarking
Emviraremental health - cost per : p Tor Framework (LGEF ) indicalons, the increased expendtune in 2021722
1,000 population ENVEL ﬁm',s i FABENE |-STRNRE | BUISIR: | RTAEES | RIS | (RGN, GRS ::.T:m: annualIndICHor | snchmaking ey man o ner moy maw awn | reflected a resumplion in activity that had been defermed during the pandemic
Pposs prly - this was cenainly e case in emaronmental health where caseload volumes
had increased signifcantly in the aftermath of the pandemic and this has
teken some fime to reduce back 1o pre-pandemic levels, which the latest
figure of £11 871 does.
| vomn
Private sector housing regulation R _,-—-"-+—/
and erforcement - % responses higher
i requests for assistance or 118 figure is "% o5.0 96.2 a74 958 96.0 85,1 95.0 annual indicator iy
advice within 5 working days of betler (]
et | w TN WO N Bn B
Refuse colection complaints, all ower | :: [Refuse collection complaints show a year on year decrease in volume.
caiegories - number of : srbiar o a0 During 2024:25_ 15 185 complaints were receved out of over 12 milion
complaints per 1,000 household o ﬁgufe‘:s s 22 b 21 1% 13 12 13 1 bius o dindi 20 m household collections - this equales to 1.3 compdaints per 1,000 household
visits gt collection
) 1813 WADN M 193 TR DM 3Mes
[Racent years have séen an increase in the proportion of housshold wasts
P that is recycied in Modth Lanarkshire, with rates reaching 43% in 2022,
Recycing - % household wasie heghes 46.7% In 2023, and the highes! ever {47.9%) in 2024,
cofected during the year that 074 figure is % 437 40.3 394 4332 430 467 ara 450 green amnual indicator - [Recychng rates in North Lanarkshire are now fegher than the national
Wil recycied befier =0 "N-—-""_"/_‘ averane (44 3%) and me famsly group average of similar councils (42 3%)
S Latest figures confinue lo show improvement over the period of The Plan for
o MR AR WN NG A M [Morth Lanarkshire (from a baseling rate of 41 1% in 2016/17)
':: | Satistachon indicalors in he LGBF ane drawn from the Scotlish Household
0t T gt " Survey as this is the only source of comparabie information for all 32 councils
1 i 1hes respect Il has some Smitatons when used al indradual coundil level
b as the survey questions do not fully distinguish views of the whola aduit
B S s S BAGE ikl S0k S popuiation from views of e direct users of sences and ihe sample size at
council level is only a subset of the overall national sampie. Ta improve the
robistness of the information for this indicator, data &t a counol level is
fegher v kst o s indieator iherefore presented as 3 year rolled averages,
Satisfaction - % of adults A A & for The methadodogy for this indicator changed for the 201821 data and this
satisfied with refuse coliecbon BN "m:s % e foa s B0 L 1.3 o3 ity Apas Ftigats kg [approach as well as data collection Methods in SUDSEqUEN Years wers
purpases only

impacted by the pandemic Recent companisons shoukd therelore be viewad|
with caution

[Recent salisfaction levels in NL show an improvng trend up to 76.3% which
5 the same as the previous vear, but an increase from 72% the year before
Ahough to 8 lesser extant than he improvemeant notad in ML, this
improvement is also refiected in the national average (which increased from
TE% fo T8 3%) and the family group average (which increased from 75 7%
to 75.0%) over the same penod.




Adaai umit of M yrd IS RAG status
Indicato id = e JENe AR HR0TA R 2022033 M MZAS | J024775 gt | 2024725 RAG stslus POZSI26 b trened commenls
i ment v quastaily montorsd ffar quartery montored
indicators ooy} edeators only}
cm
Ewo .—/‘\____..‘—- Latest cost figures for NLC (£100.73) show an increase from last year
X ). iU rernain lower Man the councirs el ftarget Average cosis
s e (90 64), but ot e s cument taiget A
Refuse colecton - net cost of N : F ; o 0 for the family group of similar councils and the Scottish average also show an|
L
disposal par by ENVZ2a IE;EE:& £ £85.23 9364 £108.15 £85.50 £88.62 £59.64 £100.73 E117.88 blue annual indicator Q:,g incroasing i paniod
1 1BIE MR TG 1303 MR S (ML labest costs remain lower than the Scotsh average (E105.19) and remain|
closer to to the family group average for similar councils (€103 53)
- ._'_h/--\. Letest cost figures for NLC (£85.10) show a decrease from last year
o [{£95.31) and performance ramains within the councils current targat and
Refuse colecton retcostel gy | e £ 6658 | £6778 | E7730 | £7437 | E9185 | £9531 | E85A0 | €834 al indicator - s bl ol e
colleion per premise a igure is & # 4 green annual indical = coflish average also show a similar acreasing over the same
betier v vaen e e s e s period
ML latesst costs are shghtly higher than the Scottsh average (£77.61) and the
family group average for similar councils (£75 19)
Latest costs for NL (£20,634) show a dectaass rom th prevous year
iy {E21,70%) and contimue to remain lower than the family group of simdar
20me councils (£25,903). The locabon of NLs roads in central Scotiand makes
el [them very eanily wsed, with the heaver volume and density of traffic having a
R T lower n'a; indicatar for i ';d" :m iareater impact on wear and tear of the road network than a counol in a rural
““‘" - PE Ervaa | figue s £ £15018 | E14,825 | £14712 | £20484 | £23111 | £21708 | £20634 | benchmarking anvual indicator |y e area.
E betier purposes only purposes orly [HLs farmily group {comprising the & most densely populated council areas)
are therefore & more comparabie figure than average costs across Sootiand
(£ 13,226 which includes many mural councls
The: famnaly group average and Scotiish average show a similar decreasing
frend o ML in the latest costs compared o the previous year.
T
:: The atest figures show that 32 8% of all of Morth Lanaskshire's roads are
Road network - % all roads thal fowel 403 consedered to reguire maintenance ealment, s is a small increase fiom
should be considered for Pi101 figure is % 0.5 306 s 264 ME 321 326 330 green annual indicatar PR o, o oo S [previous years but still maintains the consistent frend over the years of less
maintenance reatment beftar LI hean & third of all ro@ds requiring m @ reatment. F also
| R NE DA RN e remains below {and therefore better than) target.
“wn 23 8% of A class roads in Norh Lanarkshine (| e major and strategic roads)
— :: are considered (o requite mamtenance treatment. The latest figure shows a
Road natwork - % A tlass roads kower na, indicator for iacse pens ——— ] (smal decrease in NL from e previous year compared 1o an increasing
hat should be considered lor EMNV4D figure 15 Y 18.0 173 187 17.0 3 247 238 mmmm“lnu annual indicalor m;:'kmg ,!:: trend in the family group average and nabional average ovel the same
maintenance reatment betier (posRs oty purpases oy ] period
R REAN R The council's performance in this respect confinues to remain lower than the
| Scottish verage [30.6%) and the family group of samilar councils (28 2%)
e [31% of B class roads in Norh Lanarkshire (i.e. roads senving a local
a0 [pirpose and connecting to strategic roads) are considered to require
ower i nig indicator i — £ maintenance treatment. The lates igue shows an increase in NL from the
m«amr\g D::.d.t::: ;uoraus ENvac | fgweis | % 225 203 267 210 25 272 310 |teochmariog, armual indicator b w—— | |previous yearwhichisaisareflected intheincreasing frend fo the family
i ik e : : 3 Pty berxhmarking o group average and ihe national average over the same penod.
Prpoes daly TR L A The councif's perfarmance in this respect remains lower than the Scaofish
[average {34.6%), bul is sightly higher than the tamily group of similar
councils (29.4%)
hicie 31.1% of C class roads in North Lanarksheie (| . mairly iural iles
::: \connecting roads) are considensd to requine maintenance treatment The
by aterst figure shows a smal increase in NL from the prevous year which |s
g aup  S—————— also reflected in the increasing trend fos the family group average and the.
Road natwark - % C class roads Ko nia; indicator forl " - —p—— Ml onal Sverags over the same perod
ihat shouid be considered far ENvad | figueis| % 264 251 28 27.0 269 203 314 | benchmaring aualindicator |2 " wmnn WA WA #APE | |he councifs perfarmance in this respect remains lower than the Scattish
maintenance reatment bafter pufpeses only pupases ooty averane (34 2% but higher than the family group of similar councils (27 5%)
[Each council priceitises which class of roads to focus resources on
(depending on the level of mairtenance and repairs required and available
buciget, in North Lanarkshure Me council [OCusses on primary roues as this is
the main road network




ideal umit of IS yrd 0I5 RAG status
Indicato id " mEase. AN 010 HR0H EE FUFrIFs] ENM ARG | HIAFS twaged | 2024725 RAG stalus = 226 tange trend comments
ment (Tor quadery monboed fior quartery monitcred
indicaiors enly Frbcatees anlyy
p e 34.6% of Unclassified roads in North Lanarkshre (1.e. roads in residenbal
o areas) are consi Ui i e a similar position
etn 10 the previous year. This trend 1s also reflected in the family group average
Road netwark - % Unclasshed ower I nia indestor ;: — it and the national average over the same period
: o N for The councifs performance in ths respect remains lower than the Scottish
:?Em&ﬁ:ﬂ;;ﬁm Ny ﬁ?:-;e:s - e v 84 324 387 . 46 :r:::ﬂ:,,,": Shoiarn e enchmarking " e wa wa um nn wana average (36 2%) but higher tan the tamily group of similar councits (31 9%)
frpases only Each council priceitises which class of roads to focus resources on
dapanding on the kel of mairenance and repairs requined and avakubke
Bt in North Lanarkshire the council focusses on primary routes as this is
the: maakn rosad nedwiork:
| 100
: T —— A new maintenance management system (diffierart to the prewious contract)
gﬁﬁﬁﬁ&"&' ol higher i was infroduced in 2024725 which was new io both the coundil and the
within council gwn respanse 5] figure s % BE.3 e BaS 820 BO.B 801 781 90.0 red annual indicator s contractor. Thes resulted in some teething issues that potentially had an
times betler » impact on the lales! peformance figures. §is expected thal 2025:26 year
WAL N T I TR S endd figures will show improvement inthis respect
215 third party claims for roads wene recenved dunng 2024725, higher than
el previous years. This follows a decrease in the volune of damms during the
f:‘: ’\/—/ [mandemic as there were less vehicles on the road network at the height of
L) | i bockdown and suface delecls were remedied where possibie as al
:Rl:fn?z ;;;':E:’dwm pary 068 figure is | number 171 196 70 a7 192 194 215 300 blue annual indicator ‘: . [planned works were suspendsd at the outset of the pandemic Prior to the
befer sl pandemic s indicator had shown Consistent year on year decreases in the
T T T A TS T mumber of third party claims made against the council relative fo reads and
Footways; this reflected the introduction, and continued operabion, of the
safety inspection regime underaken on the road and Toolpath network.
Latest cost hgures for NL [£12,730) show an decrease lrom the previous
oty | S—— g wear (£17 061) and costs are now lowsr 1ha:jn1he Scotfish average (E17 618)
Sireet cleaning - net cost per o . o e [and the family group of ssmisas councils (E18,.512). While NLs costs inthis
1 000 papuiztion ENV3a ﬁm |[s £ £17.882 | £15805 | E15182 | £43,35 | £14581 | £17,081 | £42730 :m::.m annual indicator H \//\ ikl oo et Wlip st ik
T thes trend is not reflected in either the family group average or the national
e s average where costs have increased over the same perod
[T Sahsfacton indicators in the LGBF are drawn from the Scofiish Household
s [Sureey as this is the only source of comparable information for all 32 councils
"M;: ——— in this respect It has some kmitations when ised at indivdual coundil level
- a5 the survey questions do not Tuly dstinguish views of the whole adut
" [popuiation from views of the direct usars of senaces and the sample size at
W TR BN DR DD NN B council level is only @ subsed of the overall national samgle To Improve he
Satistaction - % of adults Pegher ke koo i ::‘.:':TI'}EE of the information for this indicator, data al a counal level is
3 o ore presented as 3 year rolled averages.
ms‘f:l?mmsbeel chaning EMVTh (lgeuneclrs kLl B34 56.4 8T 61.3 6.7 BT &7 ::n:::l:::: annual indicator The methadology for this incicalor changed for the 201821 dala and this
? approach as well as data collection methods in subsequent years were
rmpactad by the pandemic  Recont compantsons should tharalons ba vewad)
hwiith cauhion,
[Recent satisfaction levils in ML Show & Simikar pctuee over thiz last four
wears, with very ke fuctuation. Thisis a similar picure Lo sabisfaction levels
recorded for both the national avenage and family group averege of simitar
councils over the sarme penod
prras Latest published figures for NLC (90 1%) conbnues to show an smprovement
i from the pandemic years, albelt with a small dip from the previous year. This
i slight decrease from last year to this vear is also reflecied in the average for
e "*\/ﬁ ihe family group of similar councils (from S0% to 60.9%), as weil as he
y " hegher nva: indic:ator far mational average (from 92 1% to 91 7%,
Srl:i‘ ;ﬂ:ﬁ:g’:ﬂ i EMVic | figure is %o BBS ar7 B6.2 845 B6.1 912 801 benchmarking annual indicater 0 v e v o e s (NLS porformance femains in ine with the family group average (which
= better putposes anly comphises the 8 mos! densely populated council areas and are a mone

comparable figure than the average acrass Scotiand which includes many
rural councs).
When compared with the & most densely populated council areas, ML is

ranked numbar 1.




For umit of w2526 yd SIS RAG satus
Endlicatod id diraceion | MEamue- AN e 20207 Foralr ] 22123 HEM 202475 | 0475 taaged | 2024725 RAG stalus = 025126 Ran el i comimenls
ment [Moi qistaily montosd fior quarterdy monitored
indicators onby) ebcators anly)
=T
- A e maintznance management system (difierert to the previous contradt)
Sireet lights - % repairs heghes ::: was introduced in 2024/25 which was new to both the council and the
complatad witin 7 days 070 figure is Yo ara @88 §7.0 ar.o 857 8.2 839 5.0 red contractor This resulled in some leething issues that polertially had an
better i T ik e oA et impact on the latest performance figwes. ¥ is expected that 2025776 year
el Tigurers will Show imrcverment in this respect
‘::: Fluctuation in the data ower the years reflect the ageing of the street ighting
Strest lighting columns - % that lower . gmméuz 22 calculations in this ind changed in order 1o akgn to the
treet lighting columns - % 1 § e am 2021/22 cal ons in this indicator in arder 1o akgn to o
a1 over 40 years oid 0T !'|§9F|rs %o 240 e 338 146 148 134 185 400 blue annual indicator 0 .——-—-\‘_‘_—___ APSE measwements: us now measwes street hghting Colmns tat are
2 * s o nas over 410 years okd.
Latest figures for 2024725 show this to be 18 5%
T [ Annual energy usage on street lamps and other Eghting suppies had
zumeom [prennoushy Shown a year on vear decrease up Lo 2021722 when an increases
lower | 00000 \“"\q was experienced  Since then, a meter reading company has been in place
Stree! larps - eneigy usage 013 | tigure is hm“"“"‘:m“ 1|20434,686 | 17,188,615 | 14,361,966 | 16,529,645 | 15,741,663 (13,462,411 13.013226|  nla annual indicator nla g which provides more accurale reangs, supgesting Mat preious figures
betier p may have been under reported. Moving forward, a more consistent data
nm e mn v an oxoss|  lirend wil be able to be reported. The latest figures for 2024125 continue to
show an decrease in usage.
::: Prior to the pandemic costs for NL had contnued o show a year on
i o i = e A S e
arks and open spaces - o J : for e igures for HL (£ | show a decrease from the previous year :
per 1,000 popuation CL4 "&? = £ 221,664 £20.968 21063 £28.621 €24674 | £29,060 g6t :?g;::':';: annual indicator penchmarking 220 this has not yet returned to pre-pandemic levels, ML costs ane higher than the
= Pumpones only O ey wean e an T B e Scoftish average (£22 388) but lower than the Tamely grou of similar councils
{(E27 473)
| Gee Satisfaction indicators inthe LGBF are drawn from the Scoftish Household
gy —t——e [Survey as his is the only source of comparable informabion for all 32 counclls
s in this respect. |t has some Emitations when used at individual council level
4ns a5 the survey questions do not fuly gestinguish views of the whole adut
e popuiation from views of the direct users of senices and the sample size at
e Y e e o L R council level is only a subset of the overall national sample To improve the
robiestness of the information for this indicator, data at a counal level is
Satistaction - % of aduts righer s indicator for i 'I‘__‘:"‘"' thesafore presented as 3 year roled averages.
satisfied with parks and open CL5b figuire 15 kL TES5 73.6 T8 787 na 3 787 benchmarking annual indicaton beechamasking [ The mathodology Tor this indicator changed for the 2018721 data and this
sALES betier purpeses anly parposes anly approach as well as data collection methods in subsequent vears wers
Fmpached by the Recen ¢ Shoukd therelore be viewed|
with caution
Recent satisfaction levels in NL show a sight dip over the iast two years,
from B1.3% 1o 78 T%. This shghlly decraasing rend is akso refected in the
national sverage and the family group average over the same penod, whens
ihe latest figures are 83 7% (from 87.3%) and 62 5% (from 87%)
respectively
08
el % opeialing heghes :: Performance had remained steady over the vears. latest figures for 2024125
G!DEM,IMBM PR L 058 figure is Yo 269 12 262 M2 nws ni e 290 green 6.0 290 green # (27 8%) and year lo date in 202526 (26%) show performance in ine with the
hetier O e P ——— target and acceptable thresholds
e EY RO EE1 HAT HE3 B0 NS S
o
1000
o Following a deckne, figures showed an improvement which has continued
Get Walking Lanarkshine - higer e i
aradually and can be seen in the figures for the last two years. The target for
ll:.::eurg:rwn::m per weak in Pi0a7 llgglilrs number 160 172 47 135 m 218 an 00 rad annual indicator o ihis Incicator is under review in e with the Actual peramance achieved
o — ovel [he years fof which data has been recorded




ideal unit of 2025/26 ytd 2025/26 RAG status
Indicator id wea measure- | 201819 2019/20 2020121 2021122 2022023 2023/24 2024125 | 2024125 target | 2024125 RAG status 2025/26 target] trend comments
direction ment (for quarterly monitored (for quarterly monitored
indicators only) indicators only)
This measures the cash equivalent of the number of volunteering hours
{£400,000 delivered within greenspace development. [t includes only volunteering hours
{300,000 delivered by specific groups - Greenhead Moss, Palacerigg Country Park,
Volunteering in greenspace higer fe200,000 and Dalzell Estate.
development - cash equivalent of Pi118 figure is £ £20,425 £21,881 £4,106 £45590 £68,120 £65,410 | £324,500 £23,000 blue annual indicator £100,000 (Cash equivalent is based on the number of hours delivered by each of these
number of hours delivered better 0 groups and is calculated using Heritage Lottery Funding (HLF) guidelines
e 1920 2021 2122 2 224 2425
(which shows an increase in the cost per hour to be used in the latest year
compared to previous year. Nevertheless there remains an increase in
volunteering hours.
|£3,000 000 . . ;
le2,500,000 This measures the amount of third party grant funding received per financial
Greenspace - external higer [2moon vear to spend on Greenspace sites. Itincludes any grant funding received to
pace - 068 figure is £ £702,006 £2,327,679| £342,000 | £705,000 |£1,588,677 |£1,274,942 |£2,625,176| £300,000 blue annual indicator [1.000.000 spend on a greenspace site. Funding varies across years and projects
investment in sites 000, N :
better £500,000 although the extent of funding received has remained high aver the last three
% tuns 170 w1 71z 7w e azs|  [yedrs




Appendix 2

Note for information in respect of performance indicators and targets

It should be noted that the nature of particular areas of service being measured in order to assess and manage performance do not
always lend themselves to a traditional approach to either measuring performance or setting targets, for example:

Some indicators (and targets) are required to monitor performance against a commitment or minimum standard the council has made in
advance to achieve a stated level of performance when delivering a service.

Some indicators (and targets) are required to assess compliance with legislative requirements.

Some targets represent the level of performance that the council aims to achieve from a particular activity in either the short, medium, or
long-term.

Some indicators are needed to help present a complete picture of performance in the round, as a single performance indicator used in
isolation rarely tells the whole performance story and a range of indicators are required to reflect the economic, efficient, and effective
aspects of demonstrating best value.

Some indicators and targets can help to support accountability to the public in terms of demonstrating best value and an efficient and
effective approach to the delivery of services.

Some indicators are monitored to ensure the council complies with specific requirements, such as information governance or health and
safety.

Some indicators are monitored to provide added context in order to help interpret performance results or supplement other existing
measures. Information such as this can be critical to enhance knowledge and decision making in terms of demand to help determine
priorities and allocate resources.

For some indicators it is not appropriate to set targets as it is the trend in the data (i.e. the direction of travel) that provides more meaningful
information to allow for an assessment in relation to whether performance has improved.

Some indicators are national benchmarking indicators where their purpose is to allow for comparisons with other councils and the national
average. These benchmarks are, in essence, can openers designed to focus questions on why variations in cost and performance are
occurring between similar councils.

Some indicators are proxy measures, particularly in the case of measuring outcomes, as without directly measurable data for a desired
outcome the only alternative is to use a proxy that is an indirect measure of the desired outcome but which is itself strongly correlated to that
outcome.



