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INTRODUCTION 
 
 
The Council has a vision outlined within 
its Corporate Plan of:-  
 
“… a confident and ambitious Perth 
and Kinross with a strong identity and 
clear outcomes that everyone works 
together to achieve.  Our area will be 
vibrant and successful; a safe, secure 
and healthy environment; and a place 
where people and communities are 
nurtured and supported.” 
 
To translate this vision into reality and to 
sustain it, The Environment Service’s 
primary purpose is:- 
 
“to create a safe, secure and 
welcoming environment as the 
foundation on which a prosperous, 
sustainable and inclusive economy 
can be built.” 
 
Our Key Service Objectives are:- 
 
1. To promote sustainable 

development 
2. To develop and support a thriving 

and inclusive economy and 
promote Perth and Kinross as a 
place to live, work and visit 

3. To manage, maintain and enhance 
the public realm and provide safe 
and convenient access for all users 

4. To protect and promote the health, 
safety and well being of 
communities and staff 

5. To provide efficient and effective 
service delivery 

 
This Joint Business Management & 
Improvement Plan (BMIP) and Annual 
Performance Report (APR) has been 
prepared in the context of achieving 
local and national outcomes as set out in 
the Perth and Kinross Single Outcome 
Agreement (SOA). 
 
 
This BMIP/APR identifies the part that The 
Environment Service has played, and will 
continue to play, in delivering these 
outcomes - particularly in making a 
difference to the Council’s 
environmental and economic 
performance. 
 
The financial future for all of the public 
sector will be increasingly challenging 
over the coming years. 
 
As a result the Council has taken an even 
more robust approach to workforce and 
financial management.   This has meant 
within The Environment Service a 
significant reduction in the resources 
available to us and a reduction in the 
number of staff.   The next four years will 
see an ongoing commitment to 
delivering efficiencies and becoming 
more effective in the work we continue 
to do.   Every part of the Service is being 
reviewed to ensure that we provide the 
best value possible, while continuing to 
deliver high quality services. 
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I remain confident that all in The 
Environment Service will continue to do 
their best to make a real difference to 
the lives of the people of Perth and 
Kinross. 
 

 
 
Jim Irons 
Executive Director (Environment) 

 

  

4

8



PA
RT

 I 
– 

O
VE

RV
IE

W
 

Th
e 

G
ol

de
n 

Th
re

ad
 

S T A
 

K E H O
 

L D E R S 

Si
ng

le
 O

ut
co

m
e 

A
gr

ee
m

en
t 

 Lo
ca

l O
ut

co
m

es
 

 1.
  E

co
no

m
y 

2.
  T

ra
ns

p
or

t 
3.

  A
re

a
s i

m
a

ge
 

4.
  E

m
p

lo
ym

en
t 

5.
  S

ki
lls

 &
 tr

ai
ni

ng
 

6.
  Y

ou
ng

 p
eo

pl
e 

re
a

ch
   

 
po

te
nt

ia
l 

7.
  B

es
t s

ta
rt 

in
 li

fe
 

8.
  I

ne
q

ua
lit

ie
s 

9.
  S

af
er

 c
om

m
un

iti
es

 
10

. H
ea

lth
ie

r 
11

.  
V

ib
ra

nt
 &

 a
ct

iv
e 

12
.  

A
cc

es
s t

o 
se

rv
ic

es
  

13
.  

Su
st

a
in

a
bl

e 
en

vi
ro

nm
en

t 
14

. A
ffo

rd
a

bl
e 

ho
us

in
g 

15
. P

ub
lic

 se
rv

ic
es

 
 Th

e 
C

ou
nc

il’
s 

Va
lu

es
 

 In
te

gr
ity

, t
ru

st
 a

nd
  

re
sp

ec
t 

 O
pe

nn
es

s 
an

d 
Tr

an
sp

ar
en

cy
 

 S
oc

ia
l J

us
tic

e 
an

d 
eq

ua
lit

y 

TE
S 

Se
rv

ic
e 

Ke
y 

O
bj

ec
tiv

es
 

  1.
 T

o 
pr

om
ot

e 
su

st
ai

na
bl

e 
d

ev
el

op
m

en
t 

 2.
 T

o 
d

ev
el

op
 a

nd
 

su
pp

or
t a

 th
riv

in
g 

a
nd

 
in

cl
us

iv
e 

ec
on

om
y 

a
nd

 
pr

om
ot

e 
Pe

rth
 &

 K
in

ro
ss

 
as

 a
 p

la
ce

 to
 liv

e,
 w

or
k 

a
nd

 v
isi

t 
 3.

 T
o 

m
an

a
ge

, m
ai

nt
ai

n 
a

nd
 e

nh
a

nc
e 

th
e 

pu
bl

ic
 re

al
m

 a
nd

 
pr

ov
id

e 
sa

fe
 a

nd
 

co
nv

en
ie

nt
 a

cc
es

s f
or

 
al

l u
se

rs
 

 4.
 T

o 
pr

ot
ec

t a
nd

 
pr

om
ot

e 
th

e 
he

al
th

,  
sa

fe
ty

 a
nd

 w
el

lb
ei

ng
 o

f 
co

m
m

un
iti

es
 a

nd
 st

af
f 

 5.
 T

o 
pr

ov
id

e 
ef

fic
ie

nt
 

a
nd

 e
ffe

ct
iv

e 
se

rv
ic

e 
d

el
iv

er
y 

 

C
or

po
ra

te
 

Pl
an

 
O

bj
ec

tiv
es

 
 1.

  A
 S

a
fe

, 
se

cu
re

 a
nd

 
w

el
co

m
in

g 
en

vi
ro

nm
en

t 
 2.

  H
ea

lth
y,

 
ca

rin
g 

co
m

m
un

iti
es

 
 3.

  P
ro

sp
er

ou
s, 

su
st

ai
na

bl
e 

a
nd

 
in

cl
us

iv
e 

co
m

m
un

ity
 

 4.
  E

d
uc

a
te

d
, 

re
sp

on
sib

le
 a

nd
 

in
fo

rm
ed

 
ci

tiz
en

s 
 5.

  C
on

fid
en

t, 
ac

tiv
e 

an
d

 
in

cl
us

iv
e 

co
m

m
un

iti
es

 
 

C
om

m
un

ity
 

Pl
an

 A
im

s 
 1.

  A
 v

ib
ra

nt
 

an
d

 
su

cc
es

sf
ul

 
a

re
a

 
 2.

  S
a

fe
, 

he
al

th
y 

a
nd

 
in

cl
us

iv
e 

co
m

m
un

iti
es

 
 3.

  N
ur

tu
re

d
 

an
d

 
su

pp
or

te
d

 
pe

op
le

 
 

Te
am

 P
la

ns
 a

nd
 

St
ra

te
gi

es
 

 Lo
ca

l 
D

ev
el

op
m

en
t 

Pl
a

ns
 

 En
vi

ro
nm

en
t 

St
ra

te
gy

 
 Ec

on
om

ic
  

D
ev

el
op

m
en

t 
St

ra
te

gy
 

 C
om

m
un

ity
 

Sa
fe

ty
 

St
ra

te
gy

 
 Re

gi
on

al
 

Tr
a

ns
po

rt 
 

St
ra

te
gy

  
 W

in
te

r 
M

ai
nt

en
an

ce
 

Po
lic

y 
 

TE
S 

Te
am

 
O

bj
ec

tiv
es

 
 “T

ea
m

s a
nd

 
in

di
vi

d
ua

ls 
sh

ou
ld

 b
e 

ab
le

 
to

 fi
nd

 a
 “

pa
th

” 
fro

m
 th

ei
r o

w
n 

ob
je

ct
iv

es
 

ba
ck

 th
ro

ug
h 

TE
S,

 C
or

po
ra

te
 

an
d

 
C

om
m

un
ity

 
Pl

an
ni

ng
 a

im
s 

to
 su

p
p

or
t 

st
ak

eh
ol

d
er

s 
 St

a
ff 

w
ill 

b
e 

su
pp

or
te

d
 to

 
ac

hi
ev

e 
th

e 
C

ou
nc

il’
s 

ob
je

ct
iv

es
 

th
ro

ug
h 

th
e 

pr
in

ci
pl

es
 o

f o
ur

 
H

R 
St

ra
te

gy
 

in
cl

ud
in

g 
Em

p
lo

ye
e 

Re
vi

ew
 a

nd
 

D
ev

el
op

m
en

t”
 

5

9



WHO WE ARE AND WHAT WE DO 
 
Planning & Regeneration 
 
The Planning & Regeneration Division is organised into 5 sections responsible 
for Strategy & Policy, Development Management, Building Standards, 
Regeneration, and Enterprise.  Working together, these sections deliver an 
integrated approach to sustainable economic and physical development.  

 
Its remit includes:- 
 

 Strategic and Local Development Plans 
 Planning application determination and enforcement 
 Sustainable Development and Climate Change 
 Transport planning 
 Listed Buildings and Conservation Areas 
 Economic and physical regeneration  
 Business development and key sector projects 
 City Centre Management 
 Community Economic Development and external funding advice 
 Employment initiatives 
 Corporate estates service  
 Commercial/industrial property management and development 
 Building warrants, completion certificates and enforcement 

 
 
Public Space Management 
 
Public Space Management is responsible for all of the public space within the 
Council area.  This involves the management of the physical assets 
themselves (roads, bridges, street lighting, flood defences, car parks, parks, 
cemeteries, and the crematorium) as well as the management of the various 
activities within public space e.g. traffic management, public transport and 
access management. 
Its role is customer focussed, with work being carried out through consultation 
with Friends of Parks Groups, Bloom Groups, Safer Routes to Schools Groups, 
working through Place Checks, examination of the results of Public Transport 
surveys, Customer Surveys during works for roads purposes, consulting on 
Traffic Regulation Orders, Park Management Plans and the design of Play 
Areas. 
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Its remit includes:- 
 

 Ensuring access to the countryside for informal recreation 
 Managing and maintaining the Public Roads Infrastructure  
 Promoting the safe and efficient use of the road network and other 

public spaces 
 Promoting access to, and use of, Public Transport for all people 
 Provision of Education and Community Care transport 
 Flood Mitigation 
 Parks and Open Spaces 
 Bereavement Services 

 
 
Environmental and Consumer Services 
 
The Environmental and Consumer Services team make a significant 
contribution to the health and wellbeing of our citizens.  This is achieved 
through regulation of trading, health-related and environmental legislation, 
the planning and design of services such as long term waste management 
requirements and also through advice, guidance and advocating positive 
behaviours such as responsible dog ownership, and participation in local 
recycling schemes.  The Operations team provides the direct labour for 
several important services such as refuse collection, street cleaning and 
grounds maintenance. The vehicles and equipment required to deliver these 
services is supported by the Council’s Fleet Management team which also 
serves the corporate vehicle fleet.  
 
Its remit includes:- 
 

 Waste Strategy and Services  
 Public Toilets 
 Animal Health and Welfare 
 Environmental Health 
 Housing Grants 
 Food Safety 
 Health and Safety 
 Private Water Supplies 
 Trading Standards 
 Street Cleaning 
 Refuse Collection 
 Waste Management 
 Grounds Maintenance 
 Burials 
 Fleet Management and Vehicle Workshop 
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Performance and Resources  
 
The Performance and Resources team covers a range of different service 
provision both internally across the Service, as well as providing the lead for 
Corporate Health and Safety, Business Continuity Planning and Corporate 
Asset Management. 
 
A large part of the team’s activity is to provide a variety of business support 
functions to our professional and technical colleagues through directorate 
support, and administrative and staffing support together with finance, 
information systems and internal health and safety. 
Parking services are a team of directly employed parking attendants who are 
responsible for the enforcement of parking regulations, supported by admin 
staff who deal with the issuing of blue badges, process Penalty Charge 
Notices and other parking matters. 
 
Its remit includes:- 
 

 Administration and clerical support 
 Directorate support 
 Asset management 
 Performance management support 
 Quality assurance 
 Financial management 
 Occupational health, safety and well being 
 Business Continuity Planning 
 Parking services 

 
 
Property Services 
 
The Property Service has overall responsibility for ensuring that the Council’s 
property assets are designed, procured, managed and maintained, 
efficiently economically and sustainably.   
 
Its remit includes:- 
 

 Corporate Premises Management 
 Energy Conservation and Management 
  Property Maintenance 
 Construction Project Management Services 
 Architectural and Interior Design Services 
 Quantity Surveying Services 
 Electrical, Mechanical and Structural Engineering Services 
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TES Leading on Corporate Priorities 
 
The Environment Service has a Council-wide lead role in the following 
activities:- 
 

 Asset Management Planning 
 Emergency Planning including Business Continuity Planning 
 Demographic analysis to inform future service planning 
 Waste Management Strategy  
 Employability Strategy 
 Sustainability and Climate Change including energy conservation 
 Corporate Health and Safety 
 Corporate premises management 

 
 
SUMMARY OF RESOURCES 
 
Financial Resources 
  
• 2011/12 Revenue Budget 
 

 
 

2011/12 

Performance 
and  

Resources 

Environmental 
and 

Consumer 
Services 

Public Space 
Management 

Planning and 
Regeneration 

Property 
Services 

Total 

 £ 000’s £ 000’s £ 000’s £ 000’s £ 000’s £ 
000’s 

Gross 
Revenue 
Budget 

  
7,517  

 

  
  31,665  

 

  
18,213  

 

  
10,901  

 

 
17,045 

  
85,3
41  

 
 
The Revenue Budget for 2011/12 was approved by the Council in February 
2011, following consideration of new expenditure pressures in relation to 
existing priorities.  
 
In addition, the Public Transport Unit has responsibility for the efficient and 
effective provision of Education and Community Care transport with budgets 
totalling approximately £6.5m.     
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• Capital Budget  
 
 
 
 

Approved 
Budget 
2011/12 

Approved 
Budget 
2012/13 

Approved 
Budget 
2013/14 

Approved 
Budget 
2014/15 

Approved 
Budget 
2015/16 

Total 

 £ 000’s £ 000’s £ 000’s £ 000’s £ 000’s £ 000’s 
Traffic and 
Road Safety 

349 289 289 289 329 1,545 

Asset 
Management – 
Roads and 
Lighting 

8,303 7,978 7,781 7,724 7,527 39,313 

Asset 
Management – 
Bridges 

604 1,909 865 550 702 4,630 

Improvement 
Schemes 

2,432 447 0 0 1,400 4,279 

Rural Flood 
Mitigation 
Schemes 

756 311 250 250 0 1,567 

Rural Initiatives 225 500 100 1,240 100 2,165 
City Centre 
Partnerships 

0 1,200 2,082 0 0 3,282 

Community 
Greenspace 

2,282 1,125 965 965 1,145 6,482 

Waste Strategy 3,762 579 127 0 315 4,783 
Support 
Services 

70 0 0 0 0 70 

Prudential 
Borrowing  

6,146 3,888 2,798 2,724 3.095 18,5651 

Property 
Development 

2,027 1,594 1,677 1,601 2,987 9.886 

Commercial 
Property 
Investment 
Programme 
 

3,163 2,162 1,000 0 0 6,325 

Total 30,119 21,982 17,934 15,343 17,600 102,978 
 
The Capital budget is a 5 year rolling programme of investment underpinned 
by business cases which are assessed against their contribution to the 
achievement of Corporate Plan objectives.  The allocation for 2015/16 will be 
confirmed by Council on 11 May 2011. 
 
Both revenue and capital budgets are devolved to managers to deliver 
services, achieve BMIP action targets, contribute to the Council’s priorities 
and complete Improvement Plan actions. 
 
They are monitored regularly and reported to The Environment Services 
Management Team and the Strategic Policy and Resources Committee. 
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Human Resources  
 
There are currently (1st April 2011) 828 people employed in The Environment 
Service.  The breakdown is as follows:- 
 
Grade Number of 

Employees 
Female Male % of staff 

Chief Officers 7 1 6 1% 

Service Managers 22 2 20 3% 

Disability Number of 
Employees 

% of 
 Staff 

Employees with a disability 11 1%   

Team Leaders 49 10 39 6% 

Professional Officers 129 50 79 16% 

Technical, Administration and 
Support Staff 

295 77 218 35% 

General 326 89 237 39% 

Total 828 229 599 100% 

Age Number of 
Employees 

% of staff  

17-19 10 1%  

20-29 80 10%  

30-39 150 18%  

40-49 270 32%  

50-59 236 29%  

60+ 82 10%  

Total 828 100%  

Ethnicity Number of 
Employees 

% of staff  

White – Other British 6 1%  

White – English 51 6%  

White – Scottish 681 83%  

White – Irish 12 1%  

White – Welsh 1   

Any other white background 18 2%  

Asian – Indian 1   

Black – African 1   

Mixed Background 1   

Not Known 56 7%  

Total 828 100%  
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Employee Survey 
 
The 2011 survey in The Environment Service (TES) had a response rate of 76.5% 
achieved compared with the Council average of 53%. 
The survey results are encouraging showing continuous improvement across all 
lines of enquiry since the pilot survey undertaken in 2008.   The 2010 results are 
broadly in line with those for the Council as a whole. Service level results are 
summarised in Appendix 2 and compared with the results of the 2008 pilot 
survey and the 2009 full Council survey.  The results have been considered at all 
levels with a Service action plan developed and incorporated in this Business 
Management and Improvement Plan. 
 
Managers have also drawn up action plans specific to their teams which are 
incorporated into Team Plans.  A summary of the full employee survey results 
for 2010, and a comparison across the last two previous years is attached as 
Appendix 2. 
 
 
Physical Resources 
 
Buildings etc 
 
Service staff are based at headquarters in Pullar House, Perth, 2-5 High Street, 
Perth, the Atrium, Perth, Friarton Depot, Perth, the Harbour, Perth, as well as 
various locations across Perth and Kinross including depots, recycling centres, 
public conveniences and community campuses.     
 
The Service is responsible for:  
 

 500 vehicles and 2000 items of plant of varying sizes 
 48 car parks 
 8 manned recycling centres 
 2500 kms of roads 
 850 bridges 
 24000 street lighting columns 
 Perth harbour 
 742 hectares of open space  
 Aberfeldy caravan park 
 Perth golf course 
 Westbank plant nursery, Perth 
 Perth Crematorium 
 Industrial and commercial estate 
 14 Public Toilets 
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Information Resources 
 
Information systems and processes are crucial to the delivery of high 
performing quality services that meet customer needs. 
 
The Council has invested in the development of information systems for Asset 
Management and Property Management.   The responsibility for 4 of the 5 
strands of asset management planning and the associated information 
systems lies with The Environment Service. These are:- 
 

 Roads 
 Greenspace 
 Property  
 Fleet and mechanical equipment 

 
 
Health, Safety and Wellbeing Management 
 
In a Service as diverse as The Environment Service, with areas of high risk to 
employees and the public, it is essential that a robust management regime 
for Health and Safety is implemented. 
 
Following the 2011 Corporate Review of Health and Safety the Service 
became responsible for Corporate and Service Health and Safety support 
from 1st April 2011.   Priorities for this team’s work are being focused on a 
complete review of Council Health and Safety policies as well as continuing 
professional support for services.  
 
TES provides dedicated Health and Safety Advisors to give professional 
support to managers and staff across the Council by providing competent 
Health and Safety advice, information, incident and inspection reports and 
guidance. 
 
Health and Safety is the responsibility of every individual employee under 
their statutory duty of care and within Perth and Kinross Council’s Health and 
Safety Policy. However, managers and team leaders have managerial 
responsibility to ensure their service activities are managed and delivered 
safely whether by in house employees or external contractors. 
 
In particular managers are responsible for undertaking and reviewing Risk 
Assessments and Safe Systems of Work in cooperation with those directly 
involved, ensuring ownership of the process rests with those responsible for 
the task and its implementation. 
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CONTEXTUAL ANALYSIS 
 
External Environment   
 
External Customers/Service Users 
 
A wide range of customers use the Service on a daily basis.   A resident’s 
house will have received planning permission and may have been altered 
after receiving a building warrant from the Service.  An adult’s walk to work 
will be along a pavement maintained and cleaned by the Service, while a 
drive to work will use a road traffic network managed and maintained by the 
Service.   Children might attend a school designed by the service and will be 
assisted to use safe ways of walking to the school or may travel on a school 
bus organised by the Service.  
 
A resident’s waste and recyclates will be uplifted by the Service.   Parks play 
areas, sports pitches and countryside walks are managed by the Service as 
are cemeteries and the Crematorium.   
In other words, our Service delivery impacts upon all of the local residents 
and on our visitors. In addition, a business may receive support with waste 
management and regulation issues or to expand or move premises or to 
trade internationally. 
 
 
Impact on Perth and Kinross of Current Economic Circumstances 
 
The economic outlook remains challenging for businesses, other organisations 
and individuals across Perth and Kinross.  In general the area experienced 
very modest signs of economic recovery in 2010. However, looking ahead to 
the end of 2011, the fragility of the recovery coupled with impact of public 
sector expenditure cuts is of concern.   
 
Between December 2009 and December 2010 there was some increase in 
job vacancies notified to JobCentre Plus.  Over the same period 
unemployment grew marginally, although remaining below the Scottish 
average.  This would suggest there is a mismatch between the number and 
type of jobs available and the ability and/or willingness of Jobseeker’s 
Allowance claimants to fill them.  The 18-24 age cohort continues to 
experience the largest increase in unemployment.  
 
Over the year to December 2010, new business start-ups fell by 30% despite 
the availability of financial assistance from the Council and modestly 
increased levels of bank lending. This suggests there is a demand weakness 
rather than a financial constraint preventing new business formation.  This 
supports the general view that consumer confidence is low.  
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Finally, the construction industry – a barometer of economic health – 
continues to be sluggish and Planning and Building Warrant applications 
remain relatively static.   
 
As part of the Planning and Regeneration Review, enterprise support will be 
redesigned in 2011 to provide more targeted advice and financial assistance 
to businesses, and regeneration activity will be more closely aligned with key 
sectors such as tourism.    
 
 
Partners 
 
The Service works with a range of Community Planning and other Partners in 
many areas.   For example, we work with Tayside Contracts to maintain 
roads, bridges and street lighting.   A formal partnership agreement exists 
between PKC, Tayside Contracts and Dundee City Council in relation to the 
provision and maintenance of Street Lighting.   
 
We work with the Scottish Government and Tayside Police to monitor and 
investigate road accidents, identify problem areas and prepare and 
implement programmes to reduce accidents e.g. the “Safer Routes to 
Schools” initiative.   
 
Environmental Health together with Police, Fire Services and other 
government agencies co-ordinate activity to advise employers on the 
employment and social conditions attached to employing migrant workers.   
They also work closely with Housing and Community Care Services and 
Tayside Police in relation to Antisocial Noise and Behaviour issues. 
 
In relation to the economy, we work with a range of organisations including 
Scottish Enterprise, Perthshire Chamber of Commerce, the Federation of Small 
Businesses, Job Centre Plus, EventScotland and VisitScotland on a range of 
projects and initiatives.  This is particularly important in the current economic 
climate.  
 
Together with the Food Standards Agency we provide food hygiene 
information, and with the Scottish Government Building Standards Division we 
work on a range of initiatives to provide information to our service users, 
particularly in relation to building warrants and completion certificates in our 
appointed role as verifiers.  
 
The Service is a funding partner of the Perth and Kinross Countryside and 
Heritage Trust, the Tay Estuary Forum and Tayside Biodiversity Partnership in 
delivering projects such as the Big Tree Project, conservation schemes and 
biodiversity action plans.  We also work with external funding bodies and the 
Perth and Kinross Quality of Life Trust to deliver environmental projects, such 
as skateboard parks, major park improvements and Bloom initiatives.    
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Partnership working with Aviva (Pitheavlis, Perth) aimed at improving public 
transport links to help their workforce get to/from work is progressing well and 
following user feedback, some additional improvements have been made to 
the local bus services serving Pitheavlis.  A similar public transport initiative 
targeting staff at Scottish and Southern Energy (Inveralmond House) 
commenced in October 2010. 
 
The Service works with internal partners to provide a number of services. 
Examples of these include affordable housing, transport for school pupils and 
Community Care service users, housing grants, health and safety and cross 
service work with Education and Children’s Services on community 
engagement.  
 
The Council are involved with the East of Scotland Zero Waste Group at 
present to assess options for Long Term Residual Waste Treatment. This 
involves Tayside Councils (PKC, Dundee, Angus) and Fife Council. The group 
membership may expand at a later date to include Stirling, 
Clackmannanshire and Falkirk Councils. The Group has received funding from 
Zero Waste Scotland to undertake a study of options for dealing with residual 
waste and consultants have been engaged. 
 
The financial challenges facing the Service will ensure we continue our efforts 
to seek out opportunities for collaborative and partnership working.  Over the 
last year, staff have been engaging with other local authorities to look at 
better ways of delivering services such as property and asset management, 
fleet operations and grounds maintenance.  Further work will be undertaken 
as opportunities present to take advantage of more efficient and effective 
ways of working. 
 
 
Suppliers 
 
The majority of our suppliers are local.   Along with a myriad of small to 
medium enterprises, Tayside Contracts are a direct labour organisation that 
provide a shared service to Tayside Councils carrying out approximately 
£10m of roads related works per annum for us.   
 
The Service uses consultants to cope with peaks in workload and for specialist 
works where the necessary skills are not readily available in-house e.g. retail 
studies, flood mitigation and traffic modelling. 
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Other Service Providers/Competitors 
 
Other Service providers exist principally in the areas of Property Services road 
management and maintenance, waste services, leisure services and car 
parking. 
 
 
The Political, Economic, Social and Technical factors which influence the 
Service:- 
 

Political Economic 
 

 Single Outcome Agreement 
 Partnership working and shared 

services 
 Scottish Climate Change Act   
 Flood Risk Management 

(Scotland) Act 2009 
 EU and Scottish landfill diversion 

targets  
 New Scottish Government Zero 

Waste legislation introducing 
restrictions on land filling certain 
types of waste. 

 Impact of National Economic 
Recovery Programme 

 Public sector reform  
 

 
 Efficient government initiatives 
 New methods of procurement 
 Global and national economic 

impacts on the local business 
environment 

 Future financial settlements for 
the public sector including a 
possible revision of the 2011/12 
settlement 

 Impacts of year on year 
increases in landfill tax 

 Impact of increases in energy 
costs and consumption 

 

 
 

Social Technical 
 

 Changing Demographics - an 
increasing and ageing population 

 Migrant workers 
 Greater community engagement 

in decision making 
 Equalities 
 Work life balance 
 Rising unemployment  

 

 
 Modern ways of working 
 Carbon management 
 Asset management 
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NEW AND FUTURE BURDENS 
 
Road Maintenance Backlog 
 
A survey of Scotland’s roads is carried out annually on behalf of all Scottish 
local authorities. Estimates of maintenance backlog and steady state costs 
have been calculated for each Scottish Council.    
 
For Perth and Kinross these are:- 
 

 Backlog £60m 
 Steady state £7.5m per annum on carriageway treatment (actual 

spend £ 4.9m) 
 
The backlog figure is that required to achieve zero defects and the steady 
state figure is the annual budget required to maintain the road network 
without further deterioration.   The severe winters of 2009/10 and 2010/11 
have had a significant effect on roads condition and this is likely to 
accelerate the rate and amount of deterioration. 
 
This does not take account of other roads infrastructure maintenance needs 
such as bridges, lighting, signing and lining etc. 
 
 
Property Maintenance  
 
The annual Property Asset Performance Report 2010 identifies an overall 
maintenance requirement for the Council’s property assets of £35m. 
 
The calculation of the maintenance requirement is based on the defects and 
works identified to be carried out over the next 5 years to bring the property 
up to or maintain it at a standard of condition rating B which is satisfactory or 
better. 
 
The overall property maintenance requirement is increasing year on year and 
it is estimated we need to invest £ 10m annually to maintain the properties at 
this standard compared with the £ 3.86m budget in 2011/12. 
 
 
Waste 
 
Landfill tax continues to escalate at £ 8 per tonne per annum and provides 
the Council with an incentive to take all practical and economic steps to 
divert waste from landfill. There will be increasing costs associated with the 
ambitious national targets for increased recycling, especially as more 
investment yields lower returns as recycling activity matures. 
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There are also significant costs associated with treatment of residual waste to 
meet Scottish Government targets. 
 

The remediation of contaminated land presents another significant future 
Burden for the Council. 

 

Carbon Reduction Commitment 
  
The Carbon Reduction Commitment Energy Efficiency Scheme is a 
mandatory scheme designed to assist the Scottish Government to achieve its 
overall aim of saving 1.2 million tonnes of CO2 per annum every year until 
2020.   The scheme requires all participants to buy Carbon Allowances each 
year, equivalent to the amount of their emissions. 
  
Based on current CO2 emissions, the Council will require to make an initial 
payment of some £280,000 to the Scottish Government between April and 
July 2012.   
     
The current UK Government is planning further changes to the scheme which 
will be announced later this year. 
  
 
INTERNAL ENVIRONMENT 
 
Following a review in the latter part of 2010, a new integrated Planning and 
Regeneration Division was established in April 2011.   This brought together 
the previous planning, building standards, economic development and 
estates functions. 
The new division will ensure a more holistic approach to social, economic 
and physical regeneration is adopted. 
 
 
Personnel Issues 
 
The Council’s workforce management measures have been implemented 
since January 2010 in anticipation of reductions in Government grant. 
 
Over the course of the financial year (April 2010 – March 2011) there were 45 
new starts and 131 leavers.  The Council’s Voluntary Severance Scheme has 
also resulted in 19 TES employees leaving the Service.   
The Service continues to monitor sickness absence with the average number 
of days lost per employee over the same period being 8.5 days. 
  
Workforce planning and management will continue to be an important part 
of the work of the service management team going forward. 
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Equalities 
 
The Environment Service is committed to meeting its equalities obligations, 
and to promoting and developing diversity within the Service.   In order to 
achieve this aim the following initiatives have been established:- 
 

 A plan is in place to carry out impact assessments for every new and 
existing TES Policy, Strategy and Plan. To date over 230 Impact 
Assessments have been undertaken. 

 The existing Service Equalities Action Plan is being reviewed to ensure it 
is focused on the key improvement areas for the Service and is ready 
for the new single Equality Act. 

 A Service Group has been established, with membership from 
operational employees, to assess their view on how equalities is being 
embedded into the organisation at practitioner level.    

 A draft engagement directory has been prepared to signpost 
colleagues to equality groups to engage with when designing or 
amending policies or services. 

 A series of lunchtime awareness sessions have been held covering 
areas such as Gypsy Travellers, cultural and community awareness and 
Show Racism the Red Card.   

 Involvement in Physical Disabilities Strategic Group, including 2010 
Conference. 

 Engagement with carers and people who have a learning disability 
through the Building Bridges project in Strathearn. 

 
 

Communications  
 
The revamped Communications Strategy and Action Plan is now well 
embedded within the Service and forums for briefing staff on issues discussed 
at the Service Management Team, as well as corporate business and health 
and safety are working well. 
 
The Communications Team continues to work with Service managers to 
develop and revamp TES Employee Resource and Information Centre pages 
to ensure they are current, informative and interesting and provide a source 
of information for TES and other Council staff. 
 
TES Newsletter is produced quarterly and continues to be well received by 
staff. 
 
The Executive Director and Depute Director regularly hold “business 
breakfasts” with Service Managers and this affords them the opportunity to 
hear issues direct from managers, use the feedback constructively, make 
connections for improved corporate working and generally improve 
communications within the Service.    
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In addition, staff have engaged with the weekly “Deputy Blog” initiative by 
the Depute Director.  
 
 
Service approach to sustainable improvement and efficiency  
 
This Business Management and Improvement Plan is the principal reference 
point for performance management for The Environment Service.   Team 
Plans and individual Employee Review and Development Plans ensure that all 
activity supports the delivery of the Council’s strategic objectives and 
statutory duties.   Overall performance within the Service is of a high 
standard.   Many of our activities have statutory performance indicators in 
the upper quartile of the national performance tables but we are aware of 
areas where performance needs to be improved and these are actively 
being addressed.    
 
The Service uses the “How Good is Our Council” improvement tool to 
evaluate our strengths and weaknesses, and the improvement plan at the 
end of this document has been produced from that analysis. 
 
Overall, the Service has demonstrated that improvements are being made in 
terms of its key outcomes, and there is a strong commitment to maintain this 
improvement journey.  This is reflected in the programme of service and 
transformation reviews the Service has begun to undertake and the overall 
approach to change. 
 
 
Capacity for Improvement 
 
The Environment Service has a record of identifying areas where 
improvement is required, and taking effective actions to achieve the 
required standards.   Whilst performance across most of the key areas in 
“How Good is our Service” is either “good” or “very good”, we recognise that 
there is room for improvement, particularly in relation to meeting the needs of 
all our stakeholders consistently across all parts of the Service.   
 
Through our self evaluation, the Environment Service recognises that there 
are significant challenges ahead, based on the predictions for financial 
settlements for local government.  However, given the Service’s previous 
ability, and success, in handling change and improvement, we remain 
confident that these will be addressed effectively.   This will be achieved 
through an approach which: 
  

 ensures full engagement with members, employees, partners and 
service users to deliver the priorities for the area 
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 prioritises a relatively small number of key improvements, possibly 
resulting in resources being diverted from other areas of service 
delivery 

 focuses on the impact we are making on the lives of the people of the 
area 

 uses the time we have to plan effectively for the medium and long 
term 

 supports, and fully involves, our employees in coping with the changes 
which will affect them, harnessing their willingness, commitment and 
knowledge in the process 

 manages stakeholder expectations in relation to potential future levels 
of service. 

 
The Service acknowledges that there has been, and will continue to be, 
significant change at senior management level with the implementation of 
reviews of both the Senior Management Team and 3rd & 4th tier 
management.    However, it is anticipated that, as these are being 
undertaken in a planned way, The Environment Service will maintain its 
overall capacity to improve. 
 
 
Service Reviews 
 
The Service is committed to reviewing all its activities to ensure it continues to 
deliver best value and provide high quality services within the resources 
available to it.  As a result, there are a significant number of reviews either 
currently underway or due to start within the near future. 
Progress is reported regularly to the Senior Management Team, and as part of 
the Council’s approach to transformation, to the Executive Officer team.  The 
reviews which the Service will undertake are: 
 

 The Environment Service management review 
 Review of 3rd/4th tier management 
 Admin, clerical and support review 
 Corporate Health & Safety review 
 Perth Office Accommodation (POAR) 
 Out with Perth office accommodation (SNAPI) 
 Out of hours call handling 
 Corporate asset management review 
 Tayside Contracts construction & maintenance division and operations 

review 
 Property review 
 Public Space Management reviews 
 Bereavement and crematorium services review 
 Transforming fleet management 
 Environment & consumer Services reviews 
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Financial, Workforce and Asset Management Planning 
 
A robust approach to managing our finances, workforce and assets remains 
an important part of what the Service does.   The corporate nature of some 
of the activities within The Environment Service means that we can make a 
significant impact on the use of our property assets, producing savings in 
relation to the overall use of buildings, as well as the energy and water 
consumed within them and this contributes overall to both our workforce and 
financial planning. 
 
Over the course of the last year, the Service has led, and contributed to, 
office accommodation reviews both in Perth and towns across the Council 
area.  The work undertaken on Service Needs and Property Issues (SNAPI) 
aims to save £250,000 over the next two years by making the best use of our 
most appropriate buildings, particularly the new community campuses, for 
service delivery. 
 
The implementation of workforce measures over the last year has contributed 
significantly to our savings targets, while also supporting the overall 
programme of reviews, many of which are looking to reduce the overall 
number and cost of our staffing complement.  For example, the review of the 
Senior Management Team will produce £200,000, the admin support review 
will provide annual savings of £500,000 and the work undertaken on the 
corporate Health and Safety review will provide savings of £114,000. 
 
During the past year the Service has effectively absorbed the costs of the 
workforce management measures taken and is managing the costs of 
change.   
 
In addition, the Service continues to identify efficiencies in all that it does.  It 
has finalised the introduction of new ways of working to the Street Cleansing 
section which will standardise service delivery over 7 days, reduce reliance 
on overtime working - which is consistent with corporate objectives on work 
life balance - and deliver further efficiencies to the Council through the 
optimum use of plant and machinery.  This has produced savings in excess of 
£400,000 per annum, attracted attention from other Councils seeking to save 
money in this area and won a COSLA bronze award.  A similar approach has 
been rolled out in Parking and Grounds Maintenance activities. 
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Analysis of Strengths, Weaknesses, Opportunities and Threats 
 

Strengths Weaknesses 
 

 Adaptable approach of 
management and staff 

 Coping with new challenges and 
the ability to pull together diverse 
strands of corporate policy/work 

 Adding value through integrated 
working 

 Financial management 
 Partnership working 
 Public satisfaction with services  

 

 
 Over reliance on key individuals to 

deliver change and improvement 
 Loss of in - house expertise through 

the prolonged use of external 
consultants 

 Reduced staff numbers results in 
dependency on single officers for 
delivery of certain functions 

 Age profile of staff may result in a 
significant number of retirements 
within the next few years  

 Benchmarking activities 
  

Opportunities Threats 
 

 Embedding Sustainable 
Development in corporate 
decision making 

 Extension of permitted 
development rights might 
release capacity for new 
development management 
duties and priorities 

 Recent mergers enhance Service 
Capacity and support corporate 
improvements 

 Procurement  

 
 Reduction in Public Sector 
Expenditure 

 Impact on employee morale of 
the change process and workload 

 Carbon reduction targets 
 

 
 
Risk Management 
 
Risk management is embedded within the day to day operations of the 
Service. 
 
Key risks are identified in an annual SMT risk workshop and are reviewed on a 
4 weekly basis per the rolling SMT agenda.   The reviews look at any required 
additions, amendments or deletions and include a review of progress with 
controls and actions associated with risks 
 
The Service’s key risks lie in the areas of: 
 

 employment land 
 extent of property holdings 
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 health and safety  
 reducing level of resources 

 
In addition the Service has responsibility for two corporate risks: 
 

 waste management strategy 
 demographic change  

 
 
PERFORMANCE SUMMARY 2010/11 – 
 
Key Objective 1:   To promote sustainable development 
 
The Council’s progress towards mainstreaming sustainable development 
throughout its processes and practices has been assessed using the “PKC 
Sustainable Development Performance Matrix”. 
This identifies a number of areas of excellence and major strengths, 
particularly the integrated approach to sustainable development and the 
inclusion of Community Planning Partners.   
Sustainable development principles are being used to develop service and 
business plans.   
 
Quality of life indicators are reported to Council and generally show 
improvement year on year.  However, it is important to note that a number of 
the indicators are long term and therefore yearly fluctuations are not as 
important as the long term trend.   It will require a few more years’ data to 
establish the trend for many of the indicators.  
 
In September 2010 the Council produced the Main Issues Report for its new 
Local Development Plan.   The report highlights the over-arching aim of the 
Local Development Plan is “to contribute to the sustainable development of 
Perth and Kinross by creating a positive planning framework to protect 
current assets and where appropriate identify sufficient land of a suitable 
quality in a like location to meet expected needs for industrial, commercial 
and housing development. This must be done whilst reducing greenhouse 
gas emissions and adapting to climate change, thus allowing growth in an 
environmentally sustainable way.”  
 
Consequently, the theme of sustainable development heavily influences the 
strategy for land use allocations, concentrating development in or close to 
the main settlements and along the main transport corridors.   During the 
fourteen week consultation period there was a significant level of public and 
stakeholder involvement with over 900 people attending one of the twenty-
seven consultation events and over 1000 formal comments submitted.   Much 
of the feedback received supported the Council’s approach towards 
sustainable development. 
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Key Objective 2:   To develop and support a thriving and inclusive economy 
and promote Perth and Kinross as a place to live, work and visit 
 
During 2010/11 additional business land was serviced at Broxden Business Park 
and plans progressed for a new western relief road for Kinross which will open 
up further business land in Kinross. The Business Gateway and our own Business 
Growth Team continued to work with both new start and existing businesses 
to support their development. We have supported the creation of the East of 
Scotland Investment Fund which will provide access to a larger loan funding 
resource due to the addition of European funding. We also supported the 
Business Gateway to re-open an office presence within Perth, which has 
provided easier access to their services for local entrepreneurs and 
businesses.  
  
In relation to physical regeneration we have funded improvements at St 
John’s Kirk and the Fair Maid’s house in Perth and at Coupar Angus and Blair 
Atholl.  The Tourism Partnership has been re-focused, and a new Destination 
Management Organisation has been established with the support of key 
partners in Highland Perthshire.  In addition, we supported product 
development initiatives such as the new Bungee Jumping experience 
Highland Fling which is due to start “flying” in mid May 2011.  
   
Employability continued to be a key theme, as unemployment continued to 
rise.  We successfully fulfilled our Future Jobs Fund contract to create 90 6 
month job opportunities for unemployed 18-24 year olds. We also supported 
a number of other initiatives to support people back to work or to improve 
their job readiness, including a pilot Retail Academy in the High Street, to 
support both employers and job seekers. 
 
 
Key Objective 3:   To manage, maintain and enhance the public realm and 
provide safe and convenient access for all users 
 
An extensive and ambitious upgrade of MacRosty Park was carried out in 
2010/11 thanks to a grant of £1,161,500 from the Heritage Lottery Fund with 
additional funding coming from a range of partners including the Gannochy 
Trust. 
 
Increasing the number and range of visitors to the park is a key objective of 
the project, which will span a five-year period.   In addition to implementing 
the wide range of physical improvements in the park, ongoing park activities 
which contribute to wider social, economic and environmental aims are 
planned.     
The significant investment made in MacRosty Park will ensure that it once 
again becomes a thriving community park and will add to Crieff’s attraction 
as a visitor destination. 
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Key Objective 4:   To protect and promote the health, safety and well being of 
communities and staff 
 
The tobacco sales enforcement programme which included the proactive 
test purchasing of tobacco products using young people under 18 years of 
age has been carried out to prevent the sale of cigarettes to those under the 
prescribed age limit.    

This year 34 tobacco retailers received a test purchase visit, with 2 of those 
retailers selling to the young purchasers.  Each of those retailers who sold 
them tobacco products received comprehensive advice and a warning. 

A further 80 tobacco retailers received advisory visits to assist them to play 
their part in reducing the availability of cigarettes to young people.  

Close working links have been established with the NHS Young People’s 
Development Worker and with local schools and young people involved in 
social education projects.    

NHS funding has also allowed the publication of comprehensive trader 
guidance packs and education materials. 
 
 
Key Objective 5:    To provide efficient and effective service delivery 
 
The new kerbside recycling service which allows residents to recycle over 50% 
of their waste has been rolled out to 62,000 residents across Perth and Kinross.   
As a result the Council has maintained its position as one of the leading local 
authorities in Scotland for waste management.   We have also re-developed 
seven Recycling Centres throughout the local authority, resulting in: improved 
opening hours; acceptance of a greater range of recyclable materials; and 
the development of sites using sustainable materials and construction 
practices.   
 
In support of these initiatives 4 new contracts were let for the processing of 
dry mixed recyclates, processing mixed garden and food waste, processing 
of garden waste and Residual Waste including mixed recycling centre waste 
which resulted in savings totalling over £600,000. 
 
These initiatives and contracts have allowed the Council to recycle 46% 
(provisional) of municipal waste in 2010/11 which is in excess of the Scottish 
Government target of 40%.  
We have also changed our waste management operations to increase 
vehicle and plant utilisation and improve work life balance for employees.  
This change has had no impact on the level of service to residents but has 
managed to generate a saving of £400,000 in total to date. 
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We have highlighted two case studies of good practice from across The 
Environment Service in 2010/11 
 
Youthgrow 
YouthGrow is a project delivering Rural Skills in “a classroom without walls”.   
The project encourages equality of opportunity for a range of children, 
young people and young adults who are experiencing a range of complex 
social and/or physical needs.    Mainstream pupils are also involved. 
 
YouthGrow, through a dedicated officer based at Westbank Plant Nursery, 
provides active learning opportunities in horticulture and land based skills 
tailored to individual need and capability.   
 
YouthGrow is intended to develop young people’s skills for work, skills for life 
and skills for life long learning and is delivered in a “growing” work 
environment.   It has allowed our most disengaged children and young 
people to re-engage with the lives of their respective schools careers.  It has 
enabled our children and young people to experience success in a host of 
wider achievements which have previously been elusive to them.   
 
It has provided positive pathways for those who experience isolation or 
exclusion from organisations and projects.    
 
YouthGrow fits comfortably with the Curriculum for Excellence which will 
allow the project to develop towards providing a valuable service in the 
future. 
 
Fast food 
Food businesses inspected as part of the Council’s statutory inspection 
programme are required to be issued with a report in writing either at the 
conclusion of the inspection or as soon as practicable thereafter, even if the 
outcome was satisfactory.   Historically these reports have been issued as 
formal, typed reports involving officer and administration support resources.   
This has been the nationally accepted way of providing a reliable and 
auditable record of the extent and significance of the inspection.   
 
It was estimated that in 2008/09 the preparation and issue of these post 
inspection reports cumulatively took around 2500 hours of combined officer 
and administrative officer time (over 2.80 Full Time Equivalent posts).  Post 
inspection administration was estimated to take up to 45% of an inspector’s 
available time. 
 
In a drive to support both a “more with less” ethos and a “lean office” 
principle and to identify, where possible, any potential resource savings, a 
more efficient method of conveying inspection outcomes to food business 
operators was sought.    
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New inspection protocols were devised with recording of all the relevant 
information at the conclusion of an inspection being documented on 
extensive hand written reports, by way of standard templates on carbonated 
pads.   Copies of the outcomes are now left with the businesses concerned, 
with the officer’s copy being scanned into the Service database prior to 
being recycled. 
 
The project has exceeded expectations and preliminary analysis of 
inspection levels achieved indicate that an increase in inspection levels of 
approximately 26% has been achieved.  Since the introduction of the new 
procedures evaluation via customer satisfaction questionnaires issued at the 
end of each inspection has confirmed that 97% of respondents reported they 
were able to gain a clear indication of their legal compliance at the end of 
their inspection. 
 
Similarly, 90% of food businesses indicated that they supported the new way 
of working and 100% of food enforcement officers who carry out the 
inspections supported the reduction in the amount of administrative 
procedures thereby allowing them increased time to carry out more food 
hygiene inspections.  
 
Preliminary  analysis of inspection levels achieved indicate that an increase in 
inspection levels of approximately 26% has been achieved to date when 
comparing the outputs of officers over the period June to November 2009 to 
the corresponding period in 2010.  
 
 
SERVICE APPROACH TO IMPROVING FOR OUR CUSTOMERS 

 
Customer Focus 
 
The Service engages with its customers in order to ensure responsive service 
delivery.   The undernoted table reflects this activity in 2010/11.  
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Feedback method 
 

What are the key 
messages? 

What will we do as a 
result? 

Main Issues Report (MIR) 
Consultation –  Held 4 
awareness raising sessions, 
22 drop in events (attended 
by 900 people), several 
workshop sessions (2 with 
young people, 2 with ethnic 
minority groups and 3 with 
invited attendees looking at 
specific topics covered in 
the MIR. 
 
 
 
 

Drop in sessions 
proved very effective 
providing residents, 
businesses and 
community groups 
with an opportunity to 
discuss issues and 
seek clarification from 
officers.   Better than 
public meetings as 
the informal setting 
created a positive 
environment for 
discussion and 
debate. 
 

Analysis of the 
outcomes of the 
engagement events 
and workshops and 
the representations 
received (over 1000) 
to the MIR will be used 
to inform the final 
content of the 
Proposed Local 
Development Plan. 

Carse of Gowrie Adapting 
to Climate Change Panel - 
Three meetings held in late 
February/early March.   The 
aim of the meetings is to 
look at how climate change 
is likely to affect the Carse of 
Gowrie over the coming 
years and to start to think 
through what measures 
might need to be taken to 
adapt and prepare for 
change.   The meetings 
were  sponsored by the 
Council in association with 
the Scottish Climate Change 
Impacts Partnership (SCCIP).   
PKC and SCIIP are keen to 
engage with one 
community in depth and to 
listen closely to their views 
on climate change. 
 
 

Sessions have allowed 
the development of a 
‘community of 
interest’ to be 
developed in a 
geographic area.   
The meetings have 
created an 
understanding of the 
environment of the 
Carse of Gowrie, the 
implications of 
climate change and 
what may need to be 
done to adapt to its 
effects.   This has been 
a positive experience 
for the participants as 
they gained 
knowledge of climate 
change and we have 
gained knowledge 
and experience that 
would not have been 
captured otherwise. 
 
 
 
 

Through piloting the 
community 
engagement process 
in the Carse of Gowrie 
the Council aims to 
expand the project to 
other communities 
and in particular 
explore how the 
outputs from 
community 
engagement can be 
used to inform local 
and regional land use 
planning. 
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Feedback method 
 

What are the key What will we do as a 
messages? result? 

Building Standards Customer 
Survey. 

High level of 
satisfaction with 
service provided but 
issues with the 
provision of 
information.   

Updated the website, 
forms and information 
guides and planned a 
follow up the survey to 
determine the 
effectiveness of 
actions. 
 

Building Standards Focus 
Groups. 

Used to update the 
customer charter. 

Review of the 
customer charter and 
provide briefing 
sessions for service 
users prior to the 
introduction of new 
technical standards. 
 

Bi-monthly postal customer 
service questionnaire to a 
proportion of customers who 
have made service requests. 

To identify areas 
where the Service has 
not delivered high 
standards of customer 
service and learn from 
any problems 
identified with service 
delivery. 

Overall results are 
reviewed by 
management.    If 
individual problems 
are identified these 
are referred to the 
Manager of the 
relevant activity for 
corrective action. 
 

Survey of food business 
which have been subject to 
an inspection visit. 

To identify any 
deficiencies in service 
provision and to 
ensure service 
standards are 
maintained. 
  

Results are reviewed 
by the Food/Health 
and Safety Manager 
and any necessary 
corrective actions 
carried out. 
 

Bi-monthly surveys of 
business and public 
customers who have made 
contact with Trading 
Standards. 

To ensure standards of 
service are being 
achieved and identify 
any problems with the 
service provided. 
 

Results are reviewed 
by the Trading 
Standards Manager 
to identify and resolve 
any problem areas. 

How Good is our Council 
Workshop with Elected 
Members. 
 
 
 

Need to deliver better 
services with less 
resources. 

Use strategic direction 
from members to 
inform service 
delivery. 
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Feedback method 
 

What are the key What will we do as a 
messages? result? 

Kerbside Recycling Service 
focus groups. 
 
 

 

Using Perth and 
Kinross Councils 
Viewfinder panel, a 
letter of invite was 
sent out to relevant 
householders in 
Tulloch, Auchterarder 
and Crieff.   Only 
participants who had 
specified a willingness 
to take part in focus 
groups received the 
mailing.   A total of 
123 letters were sent 
out, with a positive 
response rate of 22. 

 

Feedback used to 
inform service 
delivery. 

A Commercial Waste 
Customer Satisfaction 
Survey.  
Of the 1300 questionnaires 
issued to existing 
commercial waste and 
recycling customers, 233 
were returned, an 18% 
response rate.  
 

The questionnaires 
were designed to 
gain feedback on the 
commercial waste 
and recycling services 
customers receive.  

 

Feedback used to 
inform service 
delivery. 

Brown lidded bin on line 
survey. 
516 completed responses 
were received. 

Attitudes to home 
composting. 
 

Feedback used to 
inform service 
delivery. 

The Public Transport Unit 
directly engages with over 
300 Perth College students 
each academic year by 
letter and an information 
leaflet. 
 

Encouraging 
feedback and 
reporting any 
operational issues. 

Operational problems 
addressed and 
general comments 
reviewed 

Gairney Bank Public 
Transport Consultation. 

Gained majority 
viewpoint of local 
community on 
passenger waiting 
facilities. 

Look to improve 
passenger waiting 
facilities and address 
feedback on possible 
bus service 
enhancements. 
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Feedback method 
 

What are the key What will we do as a 
messages? result? 

Perth Grammar School – 
School Transport 
Questionnaire. 

499 questionnaires 
issued, with 34% 
response.   High level 
of satisfaction.  

Address with Perth 
Grammar School and 
transport operators a 
small number of 
operational and 
communication 
issues. 
 

 
 
Performance management 
 
Progress against BMIP and team plan targets is regularly monitored 
throughout the year by the service management and any necessary 
corrective action taken where appropriate.  
 
 
Key areas for improvement 2011-2014 
 
The key areas for improvement which the Service will focus on for the three 
years of the plan are detailed in the Improvement Plan section. 
In summary these are: 
 

 Improve our approach to benchmarking activity to improve services 
and competitiveness 

 
 Improve our overall approach to involving our stakeholders in service 

design and delivery, ensuring a more consistent and systematic 
approach 

 
 Further develop and communicate our service standards and measure 

customer satisfaction against these to ensure that we deliver high 
quality services 

 
 Make further improvements to the results of the employees’ survey, 

particularly in relation to: 
 

o Recognition and praise 
o Opportunity to identify savings/efficiencies 

 
 Examine all opportunities for partnership/shared service working to 

ensure effective collaboration and efficiencies 
 

 Manage employee health and attendance proactively in a positive 
and supportive manner with the aim of further reducing absence levels 
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 Embed workforce planning, training and development of staff, 

particularly in relation to reviews being undertaken across the Service 
 

 Implement new management structures across the Service to ensure 
efficient and effective arrangements are in place to deliver services of 
the highest quality 
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