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1. Purpose/Executive Summary 

 
1.1 Members will recall that this Report normally includes budget monitoring information as 

well as details on the delivery of budget savings for the Health and Social Care 
Directorate.  As we are currently at year-end, colleagues in the Finance Department are 
working on finalising the year-end Accounts and an outturn report will be provided for 
Members at the next meeting in August.  
 

1.2 Budget savings for 2023/24 will be achieved for the Service in-year.  Savings for the 
period 2024/2027 are currently being articulated as part of the new Delivery Plan 
process with workstreams and projects being developed (where these do not already 
exist) to deliver these savings under the People Centred Solutions Portfolio within the 
Plan. 
 

1.3 This report also provides performance information on: 
 

• Corporate Indicators 
• contribution to the Corporate Plan 
• Service Plan progress 
• Service updates out with the Corporate Indicators or Service Plan. 
 
The content and structure is intended to: 

 
• assist Member scrutiny and performance management 
• inform decision making to aid continuous improvement 
• provide transparency and accessibility. 

 
1.4 For the purpose of this report, details have been provided from the PRMS dashboard 

showing the latest updates on the HSC Service Plan for 2023/24. Information is also 
included in relation to those indicators which are relevant for Adult Care Services. The 
Committee will be aware of services delivered by NHS Highland and form part of 
separate assurance reporting. 
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2. Recommendations 
 

2.1 Members are asked to: 
 
i. Note the Q4 outturn position will be reported to Members at the next meeting in 

August. 
ii. Note that savings for 2024/27 are being developed and will be delivered under 

the People Centred Solutions Portfolio as part of the Council’s new Delivery Plan 
programme. 

iii. Scrutinise the Service’s performance, improvement and risk information. 
 

3. Implications 
 

3.1 Resource - There are no specific recommendations at this time with particular 
implications to highlight. As noted below in the risk section, there remains ongoing 
uncertainty and challenge in financial forecasting as a result of the current financial 
crisis. There may also be resource implications in terms of the continuing delivery of 
adult social care and details in relation to that will be provided to subsequent meetings. 
 

3.2 Legal - No particular implications to highlight. This report contributes to the Council’s 
statutory duties to report performance and secure best value in terms of: Section 1(1)(a) 
of the Local Government Act 1992, and Section 1 of the Local Government in Scotland 
Act 2003, respectively.  
 

3.3 Community (Equality, Poverty, Rural and Island) - The Services continue to respond 
to service need across our communities, within the resources available, and the 
ongoing redesign of staffing structures and re-alignment of budgets as a result is with 
the focus of ensuring the available resources are aligned with Council priorities and 
service needs. 
 

3.4 Climate Change / Carbon Clever - No implications to highlight. 
 

3.5 Risk - There remains the risk of changes in circumstance that may have an adverse 
variance on financial forecasts. The risk in relation to the adult care service delivered by 
NHS Highland is ongoing and is likely to result in a projected significant overspend in 
terms of which is regularly discussed at the Joint Monitoring Committee. The risk in 
relation to the care home service is set out and referenced within the Council’s 
Corporate Risk Register and remains relevant. The Partnership has also developed its 
own risk register which will be shared at a subsequent meeting of this Committee but is 
available online as part of the papers to the JMC. This Committee are also sighted on 
the risk in relation to recruitment challenges across social work which is a significant 
contributing factor to the reported underspend.  That risk creates a risk in terms of 
service delivery which is also reflected in the Council’s Corporate Risk Register. 
 

3.6 Health & Safety (risks arising from changes to plant, equipment, process, or 
people) - There are no immediate health and safety implications arising from this 
report. 
 

3.7 Gaelic - No implications to highlight. 
 

  



4. Q4 Budget Position 
 

4.1 As we are currently at year-end, colleagues in the Finance Department are working on 
finalising the year-end Accounts and an outturn report will be provided for Members at 
the next meeting in August.  
 

4.2 As previously reported to Members, Budget savings for 2023/24 will be achieved for the 
Service in-year.  Savings for the period 2024/2027 have been identified and form part of 
the new Council Delivery Plan with workstreams and projects being developed (where 
these do not already exist) to deliver these savings under the People Centred Solutions 
Portfolio within the Plan. 
 

4.3 
 

Members will receive regular update reports on the progress being made on the 
Delivery Plan and in particular the four Workstreams that make up the People Centred 
Solutions Portfolio.  These Workstreams and the Projects within them are: 
 

• Family First 
o Home to Highland 
o Kinship and Foster Carers 
o Developing the Workforce 
o Efficiencies from Social Work Procurement 

• Adult Social Care 
o Accommodation Solutions 
o Shifting the balance of care 
o Improving Transition Outcomes 

• Digital Solutions 
o Information Management Systems 
o Digital Options 

• Capacity Building 
o ELC / Childcare 
o Community Led Service Delivery 

 
5. Service Performance – Corporate Indicators 

 
5.1 Service performance in relation to Absence, Complaints, FOIs, and Invoice Payments 

are set out in the following sub-sections. 
 

5.2 Service Attendance Management  
 
Staff absence is a nationally benchmarked indicator. Effective absence management 
supports staff, maintains productivity, and contributes to the Council’s benchmarked 
performance. In Q3 2023/24, the Service lost an average of 2.87 days per employee 
compared to an average of 3.35 for the Council as a whole. 
 

 
Please note that Qtr. 4 was not yet available at the time of writing this report.  
 



5.3 Service Complaints Response Times 
 
Monitoring complaints provides important feedback which can facilitate decision making 
and service design. Services are responsible for responding to complaints which are 
issued on their behalf by the Customer and Resolution Improvement Team (‘CRIT’). 
 
Performance for complaints during Q3 against a corporate target of 80% was as 
follows: 
 

 
It should be noted that many Social Work complaints are by their very nature complex, 
and the time needed to thoroughly investigate and respond to these complaints in an 
appropriate manner is significantly longer than 20 days.  In many instances, an 
extension of time is agreed in advance with the complainant who are entitled to 
receive a fully investigated report rather than one which is compiled to meet the 20 day 
timescale.  In cases where this happens, the agreed extension to time is not taken into 
account in the figures. Consequently, this is contributing to a misleading picture in 
terms of the service's handling of complaints. 
 
Please note that Qtr. 4 was not yet available at the time of writing this report.  
 

5.4 
 
 
 
 
 
 

Service Freedom of Information (‘FOI’) Response Times 
 
FOI requests are co-ordinated by CRIT in collaboration with the Service teams which 
may hold information relevant to the request.  
 
The performance for FOI response times during Q3 against a corporate target of 90% 
was as follows: 
 



 
Please note that Q4 was not yet available at the time of writing this report.  
 

5.5 Service Invoice Payment Times 
 
Payment of invoices within 30 days of receipt is a Council Statutory Performance 
Indicator. The Council also monitors the number of invoices paid within 10 days of 
receipt. 
 
The performance for invoice payment times within 30 and 10 days during Q3 against a 
target of 95% and 77%, respectively, was as follows: 
 

 
 
 Please note that Q4 was not yet available at the time of writing this report.  
 

6. Service Contribution to the Corporate Plan 
 

6.1 The full Corporate Plan, “Our Future Highland”, can be viewed on the Highland Council 
website. It sets out how the Council will achieve the Council programme for 2022-27 
and is reviewed annually. The Service’s contribution to the Corporate Plan is set out 
below. 
 

https://www.highland.gov.uk/downloads/file/4620/corporate_plan
https://www.highland.gov.uk/downloads/file/4620/corporate_plan


 
 
 

7. 
 

Service Plan Progress 

7.1 In terms of the Service Plan for the Health and Social Care Service there are several 
actions and indicators which are considered regularly by officers to monitor service 
performance. Members will note that these indicators relate to the delivery of children’s 
services (both social work services and the commissioned Child Health Service) as well 
as the Justice Service and the Mental Health Officer Service which sit within the 
Highland Council. Further indicators in relation to the service’s workforce development 
and quality assurance are also included. This detail which is recorded on the Council’s 
Performance and Risk Management System (PRMS) is included as Appendix 1 to this 
Report.  
 

7.2 Adult Care Services are delivered by NHS Highland and there are 3 specific SPIs which 
are formally reported upon. Details in relation to those are included at Appendix 1. 

8. Service Risks Mitigation 
 

8.1 
 

The Service maintains a Service Risk Register. At the Council meeting in March 2024, 
Members approved a new Risk Management Strategy and procedure. The Service Risk 
Register is being reviewed to bring it into line with the new Strategy and procedure and 
will be reported at the next meeting of the Committee. 
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Appendix 1 
 

Health & Social Care Service Plan 2023/24 – Actions and Measures 
 

 
 

 
 
 
 
 
  



 
 

 
 
Notes: 
 
The Year End data for Spend on Out of Authority Accommodation is not available at the time of 
writing this report due to year-end financial processes and will be reported to Members at the next 
meeting. 
 
 
 
 



 
 
 

 
Note:  Further work is being completed to establish a baseline for the indicator relating to the Non-

Fatal Overdose Pathway Project Team. 
 

 
 

 
 
 
  



 
 
 
 
  



Adult Social Care SPIs 
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