
 
 

 
 

THE HIGHLAND COUNCIL 
 

 

Committee: Health, Social Care and Wellbeing Committee 

Date: 18 May 2023 

Report Title: Health and Social Care – Service Performance Reporting for 
Q4 – 1 January 2023 to 31 March 2023  

Report By: Executive Chief Officer Health and Social Care 

 
 
1. 

 
Purpose/Executive Summary 

 
 
1.1 
 

 
The report details relevant performance data and contextual information as outlined in 
the Directorate Service Plan.  Future reports will bring together revenue and 
performance information into a single monitoring report to support financial governance, 
inform decision making, and enable improvement actions to be identified.  This 
approach is intended to strengthen Member scrutiny and improve accessibility for a 
wider audience including the public 
 
 

2. Recommendations 
 

2.1 
 
 

Members are asked to scrutinise the Service’s performance information.  
 

3. Implications 
 

3.1 Resource - There are no implications arising as a direct result of this report. 
 

3.2 Legal: Implications relate to meeting statutory requirements for public performance 
reporting (PPR) and the statutory duty of Best Value. These require the Council to provide 
balanced and transparent information which informs the public on Council performance 
and how public money is used. 
 

3.3 Risk: There are no implications arising as a direct result of this report.  However, the 
Service Plan has a section on the Corporate Risks that the Service is responsible for, 
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and monitoring of the mitigating actions is undertaken on quarterly basis.  The Service 
manages operational risk through a Service risk register. 
 

4.  Health and Social Care Performance Information 
 

4.1 The following section shows the Service performance for Absence, Complaints, FOIs 
and Invoice payments.   

4.2 Service Sickness Absence 
The indicator for staff sickness absence is a nationally benchmarked indicator and it is 
important that all managers focus on effective absence management in order to support 
staff, maintain productivity and contribute to the Council’s overall benchmarked 
performance.  For Q3 2022/23 (last available data) the Service shows an average of 
2.27 days lost per employee compared to a rate of 2.03 for the Council as a whole. 
Absence rates have fluctuated during the year which mirrors the pattern shown overall 
for the Council. The target of being below the Council average has not been met for the 
first time this quarter.  
 

 
 

4.3 
 
 
 
 

Service Complaints Response Times 
The Model Complaint Handling Procedure was introduced in April 2021 to set out the 
Council’s corporate ambitions to improve performance. The reported measures below 
represent the end-to-end process, and therefore the combined performance of the 
Complaints Handling Team in Communities & Place (allocation, quality assurance and 
issue) and Health and Social Care Service (checking records, investigation, responding 
to complaints and approvals). Collaboration across the Directorates continues to identify 
process and other quality improvements to improve performance for frontline resolution 
within 5-days and those complaints that are escalated with a performance target of 20 
days.  
 
The combined performance for the end-to-end process in respect of complaints during 
Q4 against a corporate target of 80% was as follows: 
 



 Target Service Highland Council  
5-day Frontline 
Resolution 

80% 66.7% (3 cases)* 90.1% 

20-days Investigation 80% 12.5% (8 cases)** 41.3% 
20-days Escalation 80% 0% (1 case) *** 33.3% 

 
Due to the complexity of some HSC cases, extensions are often requested both at 
Frontline resolution from 5-10 working days, and for Investigation complaints to be 
extended beyond the 20 working day timescales.  Where this happens the SPSO still 
considers this out with timescale for reporting purposes, however as per the model 
complaints handling procedure customers are kept informed at various point in the 
process where timescales are not able to be met.     
 
*Out of 3 cases recorded 2 were responded to within the 5 day timescale, and 1 case 
was granted an extension to 10 working days. 
**Out of 8 cases recorded 1 was responded to within the 20 day timescale, and 2 had 
an authorised extension applied 
***This case was raised initially at Frontline and responded to but the customer 
remained dissatisfied.  The case was extended as an escalated complaint.     
 

4.4 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Service Freedom of Information (FOI) Response Times  
 
FOI responses are an area where the Service is making effort to make improvements in 
response times. The Corporate target is for 90% of cases to be responded to within the 
statutory 20 day deadline and the Service has remained steady during the past 12 
months despite increasing numbers of inquiries. This trend needs to be improved so that 
the Service is consistently meeting or exceeding the target. 
 

 
 
 

4.5 Invoice Payments 
These indicators measure the Council’s efficiency of paying invoices and analyses the 
number of invoices paid within 10 days and 30 days of receipt as a percentage of all 



invoices paid.  The Service is consistently making a positive contribution to achieving 
corporate targets, noting that invoices paid within 30 days is a Council Statutory 
Performance Indicator (SPI). Current available data for Q4 is outlined below: 
 

• Q4 2022/23 for invoices paid within 10 days the Service paid 83.2% against a 
target of 77% compared to 71.6% for the Council overall. 

• Q4 2022/23 for invoices paid within 30 days the Service paid 96.3% against a 
target of 95% and compared to 94.9% for the Council overall. 

 
5. Service Plan Dashboard 

. 
5.1 Appendix 1 includes the full performance information for the Directorate as outlined in 

the Draft Directorate Service Plan approved by Committee on 24 August 2022. This is 
provided for completeness. 

6. 
 

Service Risks 

6.1 In addition to leading on several Corporate Risks, which are reported to Audit & Scrutiny 
Committee every quarter, the Service maintains a Service Risk Register. The Service 
manages operational risk through a Service risk register. This data will be included in 
this report in future.  
 

7. 
 

Contribution to the Corporate Plan 
 

7.1 Future reports will also include the Service’s contribution to the Corporate Plan. The full 
Corporate Plan is reviewed yearly at full Council in Quarter 2.  
 

  
 Designation:   Executive Chief Officer Health and Social Care 

 
Date:    25 April 2023 
 
Authors:   Ian Kyle, Head of Performance and Improvement  
                                Gosia Ciszewska, Corporate Audit and Performance Business  
   Partner 

 
 
 
 
 
 
 
 
 
 
 
 
 

 



 
Appendix 1 

Health and Social Care PRMS Performance Dashboard 
 
Members should note this is taken from the Council’s performance and risk 
management system (PRMS). 
 

 
 



 

 



 

 
 


