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1. Purpose/Executive Summary 

 
1.1 The report details relevant performance data and contextual information as outlined in 

the Service Plan and Corporate Plan. 
 

1.2 This report provides performance information on: 
• Corporate Indicators 
• Contribution to the Corporate Plan 
• Service Plan Progress 
• Mitigation of Service Risks 
• Service updates outwith the Corporate Indicators or Service Plan – Appendix 1 

 
The content and structure is intended to: 

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

 
2. Recommendations 

 
2.1 Members are asked to: 

 
i. Scrutinise Service performance and risk information. 
ii. Agree the suggested change to the planned target in respect of the High Life 

Highland Contract review, as set out in paragraph 5.2. 
 

 
3. Implications 

 
3.1 Resource 

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

3.2 Legal 

Agenda 
Item 8. 

Report 
No EDU/10/24 



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) 
There are no Community implications arising as a direct result of this report. 
 

3.4 Climate Change / Carbon Clever 
There are no relevant implications arising as a direct result of this report. 
 

3.5 Risk 
There are no risk implications arising as a direct result of this report.  
 

3.6 Health and 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 
There are no implications for Gaelic arising as a direct result of this report. 
 

4. Service Performance - Corporate Indicators 
Service performance in relation to Absence, Complaints, FOIs, and Invoice Payments 
are set out in the following sub-sections. 
 

4.1 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 Quarter 3 the Service lost an average of 4.21 days per non-teaching 
employee and 2.65 days per teacher, compared to an average of 3.35 for the Council 
as a whole. At the time of writing, updates for Quarter 4 were not available for this 
report. 
 

 
 
It should be noted: 

• Q2 is July, Aug & Sept – schools are on holiday for half of this period. 
• Q3 represents the winter months of Oct, Nov, and Dec, with the top absence 

reason being viral (covid, cold, flu, sore throat).  
• Attendance Management Training is available via e-learning to all managers, 

including Head Teachers. It has now been updated; this will enable them to 
provide employees with appropriate support. 

 
4.2 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 Quarter 3 against a corporate target of 80% is 
shown below. At the time of writing, updates for Quarter 4 were not available for this 
report.   
 

 
 

4.3 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 Quarter 3 against a corporate target of 
90% is below.  At the time of writing, updates for Quarter 4 were not available for this 
report. 
 

 
 

Note: these figures differ slightly to those reported previously as the system for 
calculation previously used for these reports has been changed to ensure it is 
consistent with the system used when reporting to the Scottish Information 
Commissioner. 
 

4.4 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 10- and 30-days during Quarter 4 
against a target of 77% and 95%, respectively, was as shown below.  
 

 
 

5. Service Contribution to the Corporate Plan 

5.1 Data for performance indicators for the Academic Year 2022/23 have been included 
below where available.  It should be noted that the Local Government Benchmark 
Framework (LGBF) data which confirms details for some of these indicators to provide a 
RAG rating were delayed until Q1 2024/25, updates will be provided at the next 
committee on 12 September 2024. 
 
As noted in paragraph 6.1 below, this is a high-level overview report for the Service’s 
performance.  Separate more detailed agenda reports regarding Attainment, School 
Improvement and High Life Highland are provided to Committee. 
 

 



5.2 Commentary supporting areas of slippage, suggested changes to targets, and no 
updates: 

Action / Performance Indicator: Update: 
CP1.10 
HLH Contract review 

Q3 reported the formation of a refreshed Board, 
which is working on the review and will align 
with current budget setting and Operational 
Delivery Plan priorities.  An extension is required 
to accommodate this. 

Request approval of target date extension to 
September 2024 (Q2 24/25) 

6. Service Plan Progress 

6.1 

6.2 

6.3 

6.4 

The Service performance information as outlined in the Education and Learning 
Service Plan approved by Committee on 7th September 2023, can be found in 
Appendix 1. 

While the purpose of this report is to give regular quarterly updates on overall Service 
performance, given the breadth of the Education and Learning Service, there will 
inevitably be a need for separate more detailed agenda reports to this or future 
Committees to provide much more in-depth consideration of key priorities and 
performance. This would include, for example, Attainment, School Improvement and 
High Life Highland. The intent is not to provide in-depth analysis within this report, 
rather to provide over-arching context on Service performance. As below, through 
these quarterly reports, officers will highlight key matters for Members to consider, 
significant variations, or key developments in the quarter. 

While this format of report will be considered quarterly, there are many performance 
measures which are not updated to that frequency, and in some cases, it is only on an 
annual basis that performance can be measured. The format of presentation, as 
described below, aims to balance the need to provide Members with visibility of the 
complete performance dashboard, while ensuring that there is clarity on which subset 
of those indicators are more relevant, or with points to note, for this current quarter.  

The Service performance indicators illustrated in Appendix 1 include the complete 
Service dashboard. This is provided for completeness, but as noted earlier it includes 
indicators which may not have moved during the quarter, those with only an annual 
update, and those indicators which have no exceptions to highlight. 

7. Service Risks Mitigation 

7.1 In addition to contributing to several Corporate Risk actions, which are reported to 
Audit Committee every quarter, the Service maintains a Service Risk Register 
which is reported on in Appendix 1. 

The Service Risk Register is reviewed quarterly to update and ensure it reflects 
the current environment, and monitoring is on-going, reporting quarterly. 

https://www.highland.gov.uk/downloads/file/27636/education_and_learning_service_plan_2023_24
https://www.highland.gov.uk/downloads/file/27636/education_and_learning_service_plan_2023_24


The Service risks detailed in Appendix 1 are also referenced in the refreshed 
2023/24 Service Plan. The Service risks and mitigating actions identified aim to 
ensure the Education and Learning team have awareness of the risks that could 
impact delivery of their Service Plan priority actions, how this connects to their 
operational risks, and when a risk should be considered for escalation.  
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Appendices: 
Appendix 1 – E&L Service Plan Performance Dashboard & Risk Register 

 



Appendix 1 
 

Education and Learning Service Plan Performance Dashboard  
 
Note for Service Plan tables, if entry is blank this means:  
 

• Performance Indicator – no update due this quarter; or 
• Action – is complete, no update required. 
 

 

 
 
 
 
 
 
 
 
 
 
 



 
 
 

 
 
 
 

 
 
 



 
 

 
 

 
 

 

 
 
 
 
 



 
 

 
 
 

Items currently indicating slippage: 
 

Action/Performance Indicator: Comments: 
Improve quality of ELC provision 
 

As per Q3, work is still ongoing to support 
this action.  A CPD framework has been 
created and shared with HTs and Managers. 
Impact of this is to be monitored going 
forward. HMI and CI grades to be collated in 
term 4 to monitor improvement. 

SEEMIS EYMIS - live and operational 
by target dates 
 

Delay at national level with roll-out of system. 
SEEMIS EYMIS - project benefits 
realised 
 
SEEMIS EYMIS - user training and 
support delivered 
 
HLH contract review completed 
CP1.10 

Q3 reported the formation of a refreshed 
Board, which is working on the review and 
will align with current budget setting and 
Operational Delivery Plan.  Work is ongoing 
and an extension is required to complete 
this. 
 
Request approval of target date extension 
to September 2024 (Q2 24/25) 

Contribute to the Active Highland 
Strategy - due to start Q2 23/24 
 

Slippage due to competing priorities during 
last quarter. 

Review existing SLAs/implement 
recommendations [exc. HLH & Eden 
Court] 
 

Slippage due to capacity issues/competing 
priorities in last quarter. 

  



 
Service Risk: 

 
Risk 
No. 

Risk 
Rating Risk Name Q3 Mitigation 

EDL05 C2 Failure to Deliver Agreed ASL Savings On Target 

EDL06 C2 

Impact to successfully deliver consistent 
improved outcomes – in attainment, 
achievement, and positive destinations 
for learners 

On Target 

EDL07 C2 Ability to influence futureproofing of 
school estate On Target 

EDL08 B2 Recruitment and retention of Head 
Teachers On Target 

 
 

 
 

 
 


