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High Level Annual summary

Key achievements during 2025/26

Our Libraries

A total of 808,119 library visits across the year, a 5% increase
from last year and a 9% increase from 2023/24.

618,146 physical 189,973 virtual
library visits, an increase library visits, an

of 2% from last year. increase of 14.5% from last
year.

This year a total of 7,800 events, clubs, A total of 95,165 event

activities and workshops were held across attendees this year
our libraries, (7,874 across 2024/25) across all libraries.

Library memberships continues to grow with an A 16% increase in

8% increase from last year to 40,521 new child library
memberships this year. memberships. o




Our Customers

Over the year our Contact Centre received a total of 142,268

calls, a reduction of 5% compared to the annual figure for
2024/25 and 8% reduction compared to 2023/24.

Over the year 38,881 emails were received and handled by
our Contact Centre, a 17% reduction from 2024/25.

A 17% reduction in complaints received for Corporate Solutions with 135 complaints
responded to across the year.

Communications and promotions
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Our Communication and Marketing team continued to support services across the Council
by promoting key initiatives on our social media platforms, news releases, website and

community radio channel. 21 key promotions/campaigns took place this year.
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Our Workforce
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(0]1]¢ People Policies, a range of policies were updated or
drafted this year to ensure our workforce is supported by clear,
modern and legally compliant frameworks:

v’ Staff Debt policy developed
v Neuro-inclusion policy drafted
v' Menopause policy updated

Workforce planning
v" Job evaluation policy updated

training delivered

Workforce Strategy

Wellbeing Charter launched, setting out the Council’s commitment to employee
wellbeing, ensuring our employees have access to resources, support and
services to create a healthy and safe working environment.

Wellness@Midlothian programme

A total of 99 health and wellbeing events held, an increase of 4% compared to
last year with a total of 1,217 attending events.



Year on year reduction in support for long term employee absence cases, 502
supported this year
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Continued year on year reduction of the gender pay gap at 1.37%

Continued year on year reduction in staff turnover rates to 8.03%




9,954 service desk support calls resolved Completion of the roll
out of Xerox printing
devices across corporate

604 Business solutions support calls resolved and education estates.

734 Front Office calls resolved

CYBER SECURITY
—_

In a challenging cyber threat landscape,

we continued to defend the
Councils digital estate.

@ APPROXIMATELY if(jll OVER MORE THAN

15,000,000 109

EMAILS

received in the last
12 months identified and blocked

MALICIOUS ATTACKS

were thwarted

[';“\;] Our teams remain vigilant 24/7, using advanced technology
and real-time monitoring to protect our digital estate.

ﬁ:f}*ﬂ STRONG DEFENCES.
</ SAFER TOGETHER.

650 Laptops replaced

as part of our laptop upgrade programme.
replacement

programme. == WI ndOWS 11

Full completion of Windows 11




Commissioning of the Microsoft Azure
platform, underpinning future digital

services, improves resilience and reduces

Digital Learning
Education telephony system
project completed

reliance on legacy on premises « A SysCloud backup solution for
infrastructure. Google Classroom

implemented

Continued roll out of the Customer e Our school estate was

Services Platform with 41

upgraded from Office 2016 to

implementations to date and ongoing Office 2024.

system integrations with the Whitespace
waste management system.

Corporate Resources

Our Business Applications team continue to Parent Portal pilot implemented
SITFEIEE GLF GERE SRS, SBUTE dus) across all schools. This project marks

remain up to date, reliable and aligned with
business need. This year, the team
successfully delivered a series of key
upgrades and implementations across
several platforms.

Invoicing and payments

114,554 invoice transactions were processed
this year with an average processing time of 10.3 days
for those calculated as part of SPI (11.3 days in
2024/25)

15,173 direct payments to bank accounts to
cover free school meals during the holiday periods,
Ukrainian Host payments and Economic Development
Business Grants.

3,125 internally generated payments
were processed including grants, corporate
appointees, salary deductions and treasury activities.

Our Records Management Policy was reviewed, updated and

published this year.

a significant step in improving
communications and engagement
between schools and parents through
digital channels.

Year on year reduction in

‘Green slip’ transactions
to 6.4% this year from
12.1% in 2023/24 and
8.1% last year.

Increase in purchasing
card transactions to
24.3% from 14.8% last

year.
I
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Legal and Procurement

66 legal commercial transactions completed this year by our in-house legal team. (45
in 2024/25)

Procurement

15 new Tenders awarded on Public
Contracts Scotland (PCS) this year.

365 new suppliers registered this year of
which 51 Midlothian based.

98 regulated procurement exercises ‘

undertaken (78 in 2024/25)

Continuous Improvement
Statutory Gaelic Language Plan finalised and submitted to Gaelic Board for official
approval

Ongoing development of Customer Complaint and
Feedback Management portal page on Mid-Hub
and the establishment of a tracking process to
manage SPSO correspondence. Review of existing
corporate complaint response templates to

incorporate appropriate reference to Child
Friendly Complaints and inform

the subsequent integration with the complaints
management system.




COrporCI'l'e Solutions a4 2025/2¢ Performance report

Corporate Solutions is transforming services with a forward-thinking approach, promoting excellence,
empowering the workforce, and driving impactful initiatives to build a modern, innovative, and
responsive organisation.

Corporate Solutions is an integral part of the Council, encompassing various critical services such as Human Resources, Digital, Customer Engagement, Legal
& Governance, Corporate Resources, Transformation PMO, and Continuous Improvement. Corporate Solutions is dedicated to delivering forward-looking
services that cater to both internal and external stakeholders, with an emphasis on ensuring organisational compliance, developing the workforce, and
advancing transformation initiatives.

Corporate Solutions supports the entirety of the Council's operations, playing a pivotal role in the execution of the Council’s Medium Term Financial Strategy.
By focusing on service redesign and placing the citizen at the centre of its efforts, Corporate Solutions aims to create a modern, efficient, and responsive
organisation.

Transformation and opportunities

Transformation Blueprint (2023-2028)

In addition to its operational responsibilities, Corporate Solutions contributes significantly to the Council's transformation goals and opportunities. The
Transformation Blueprint (2023-2028) outlines the key areas that need addressing to balance the Council’s financial position, prepare for upcoming
challenges, foster continued growth, and adapt to unforeseen changes.

The Blueprint aligns with the Council’s three strategic aims, as defined in the Single Midlothian Plan:

e Improving health and learning outcomes for individuals and communities.
e Eradicating poverty among children and households.
e Achieving significant progress towards net zero carbon emissions by 2045.

Midlothian



Approved by the Council in 2023, the Transformation Blueprint sets the course for the next five years, guiding the organisation through reprioritisation and
redesign efforts to meet future demands and foster sustainable progress.

Transformation Blueprint Objectives
1. Support the Council to address the 5-year funding gap outlined in the Medium Term Financial Strategy (MTFS)
2. Follow the Money to ensure that the services we commission, contracts we manage and digital solutions we use deliver value for money.
3. Develop an organisational workforce that is flexible ensuring that all staff have the necessary skills to work effectively supported by digital
technologies fit for a 21st century workforce.
Design a workplace for the future delivering services in a holistic and integrated way.
5. Drive forward multi-agency transformation to deliver systems-level change resulting in joined-up service delivery which improve outcomes.

The Council’s Transformation Blueprint provides the framework for opportunities to change the way services are improved and delivered to be more
efficient. Corporate Solutions has a particular focus on delivering digital first approaches, embedding automation to improve customer access to services
and hybrid working. We will continue to work to address the inequalities that our communities face, respond to the demands of being the fastest growing
local authority in Scotland, and deliver our vision of being a great, green place to grow.



Customer Engagement

Aligned to the Transformation Blueprint, Customer Engagement priorities are set out below:

e Continued rollout and implementation e Refreshed Customer Engagement
of Customer Service Platform e Active promotion of library space, for Strategy including revised
e Reviewing service delivery across all Council and partner services, and communications and engagement plan
Contact Centre teams enable out of hours access for e Increase income within Registrars
e Increased use of e-Resources in libraries communities through alternative ceremony offer
e Community library redesign for hub ¢ Rollout of the Hub and Spoke delivery
model model with libraries providing and
e New mobile library service and One facilitating increased local service
Stop Shop provision

Communications and Marketing:

e Promoting the council's vision, strategy and plans such as a Great Green Place to Grow, Transformation Blueprint and wellbeing ambitions to internal
and external audiences.

e Raising awareness of the ways that people can take part to influence how public services operate e.g. public consultations such as Midlothian Local
Development Plan, town centre regeneration projects, and school catchment area consultations.

e Supporting service redesign and the delivery of change, e.g. supporting the shift to the new customer service platform which will enable citizens to do
much more online.

e Promotion of behavioural change, for example by encouraging residents of Midlothian to recycle more or travel more actively or improve their health
and wellbeing.

e Deliver timely, accurate and consistent information during a public emergency/crisis, minimising misinformation, maintaining public trust, and
supporting organisational response efforts.



Key achievements:
Library services

Our library service continues to transform and thrive in response to the
needs of our communities. This quarter overall figures for library visits
remain high with a 6% increase in total visits (both physical and virtual)
compared to the same period last year and a 9% increase compared to
the previous quarter. The number of total visits across the year
continues to grow at 808,119, a 5% increase from last year with
770,877 visits and a 9% increase from 2023/24, demonstrating sustained
growth and engagement across our library network.

Overall figures for the year show a total of 618,146 physical visits were
made to our libraries, an increase of 2% from last year 2024/25 and a 5%
increase from 2023/24.

There were 175,355 physical visits to our libraries during the
quarter, representing a 12% increase compared to the previous
guarter and a 5% increase compared to the same period last year.
This continued upward trend highlights the long term recovery
and growth of in person visits, as our libraries increasingly
establish themselves as valued, accessible community hubs. They
are not only spaces for reading and learning, but also spaces for
social connection, digital access, and community activities that
support residents of all ages.




Focus this year continued on the promotion of our eBook service which plays an important part in our service provision for customers with sight
impairment, as well as for those who love to listen to a good book. Our eResource provides a wide range of eBooks, Audiobooks, eNewspapers and
eMagazines. This year has saw a slight decrease in eBook issues but a 15% increase in audiobook issues. In total 189,973 virtual library visits were
made this year, a 14.5% increase compared to last year 2024/25 and a 24% increase compared to 2023/24. This quarter 50,606 virtual visits were
made, a 10% increase compared to the same period last year. Our online catalogue continues to increase in popularity and provides a flexible,
inclusive and efficient way for our customers to engage with library resources. A higher percentage increase in virtual visits compared to physical
visits demonstrates a shift in the way our customers are accessing the service with more customers using digital spaces such as our web pages,
library catalogue, eResources and social media to access library services.

Library memberships also continues to grow, with 40,521 total memberships up to the end of quarter 4. This represents an 8% increase
compared to the same period last year. New child library memberships has increased by 16% this year compared to last year.

Every Child A Library Member (ECALM)

This year we showcased and promoted the exemplary work we do on the Every Child A
Library Member ECALM project at a Parliamentary Reception, an event held to celebrate
Scottish Libraries. The ECALM project is a great example of joint working between library
services and our Registrars. To date 433 babies have been signed up for library memberships
as part of the birth registration process, with other family members registering at the same
time. Midlothian’s work on this universal offer for children’s library membership in Scotland
is the gold standard across the country. Our first baby, (Emma Burton, pictured right)
registered in 2026, was also the first to sign up for a library membership and two days later
attended her first Bookbug session, held at Newbattle Library.




Library events

This year a total of 7,800 events, clubs, activities and workshops were held across our libraries, which has remained consistent with 7,824 events held during
2024/25. Quarter 4 saw the largest number of events with 2,282 due to higher numbers of primary school class visits around World Book Day. This covers
regular events and specific activities for both adults and children and standalone events. A total of 95,165 people attended events this year.

Key activities and events across quarter 4:

Space themed STEM events

Following last quarter’s successful launch of our popular
Stargazing telescope kits, Midlothian Libraries helped young
people and families to become Cosmic Explorers this quarter with
space themed STEM events. After a successful bid to the Reading
Agency, our libraries partnered with the Royal Observatory
Greenwich to deliver sessions of their Cosmic Explorers space
education sessions to primary 6 and 7 pupils at schools identified
as doing space projects through requests via our School Library
Project Box Service. Staff used the session content to explore and
promote our lendable telescopes and liaised with the
Astronomical Society of Edinburgh (ASE) who suggested activities
that could be used for our school’s sessions, including providing
templates for children to build their own planisphere.




Our space themed activities culminated in a Star Party on the 3™ of March, where astronomers of
Astronomical Society of Edinburgh, supported by library staff, delivered a guided star gazing session at the
football pitch at the Loanhead Centre. Through the powerful advanced telescopes ASE members brought,
people who attended were able to look at the Moon, Jupiter, and the constellations in detail and have their
questions answered about all things astronomical. We had over 300 people attending over a couple of
hours and the feedback from families who participated was overwhelmingly positive, demonstrating the
appetite for science activities in Midlothian.

\

RSPB Big Garden Bird Watch
This quarter 5 new loanable ‘Birds and Beasties’ kits were launched in January in time
for the RSPB Big Garden Bird Watch. Our kits contain a pair of junior binoculars, a bug
magnifying jar and three books on birds, minibeasts and woodland animals. Esmae,
Violet and Troy from Paradykes Primary School starred in a social media

promotion and all kits were reserved as soon as the post went live.
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Libraries apprenticeship programme

Our apprenticeship programme with Secondary 5 and 6 pupils at Dalkeith Library finished this quarter, providing participants with a practical experience in
both digital skills and library service delivery. Pupils engaged in projects including social media analysis and campaign planning, as well as the digitisation of
local studies materials, developing an understanding of audience engagement, communication, and heritage preservation. Overall, the programme was well
received, with pupils demonstrating increased confidence, improved teamwork, and a stronger awareness of the role of libraries in supporting their
communities.

School library sessions this quarter

Danderhall Library had a significant number of class visits from Danderhall Primary School this quarter, with 1,188 children, from nursery through to primary
6. The primary 2 and 3 pupils were read some thrilling stories and for the primary 6 pupils, information literacy sessions were held about how to search for
information in books and how to navigate the Dewey Decimal system. The sessions were tied in with their class topic on Scottish wars, and they were set a
challenge of answering questions using the books in the library.

Across the year, our Libraries have continued to flourish. Below are some key library branch highlights throughout the year:

Dalkeith Library

Dalkeith’s Library Natter corner continues to be busy this year with a
range of excellent events run by the Edinburgh Craft Club including clay
earrings and lino print tea towels. The Dalkeith Reminiscence Group meet
regularly to discuss a wide range of topics. Dalkeith Men’s Shed continue
to meet in the library, and this year have gifted a handmade bird feeder.
Library Assistant, Margaret, was delighted to welcome her grandson
Arran to his first Bookbug session. The 3™ Dalkeith Rainbows visited and
spent some time in the library garden potting up Cups of Kindness, one to
take home and one to gift to the library team.




Danderhall Library

A number of new groups were
launched in Danderhall Library this
year, including a Digital Skills group
designed to help with technical
gueries and build digital confidence.
A new all-age craft group was
launched where people can bring in
their own projects or join in with the
current craft. Coding and Dungeons
and Dragons clubs were launched
covering all things coding and - Z
fantasy with fantastic collaborative adventures. A Korean club was launched, in partnership with Rev Dr JunSoo Park, where children meet to learn about
Korean culture and language. For adults, a new Reminiscence group was set up and, making use of the Lend and Mend service, a new Knit and Knatter and
Sewing Group was set up. All of these groups provide an opportunity to use all the services available in the library and are a place for community and
friendship for all ages.




Gorebridge Library

This year, Gorebridge Library was the first library in Scotland to have a Virtual Expert Remote
Advice (VERA) machine installed as part of a project by Dalkeith’s Citizens Advice. The VERA
provides information and support from a range of local services and partners. A new
partnership with Newbattle High School has launched where pupil support utilises the library
on a Wednesday afternoon as part of a wider outreach programme. The Lend and Mend Hub
has been really popular over the year, a demonstration of the embroidery machine provided
some ideas for Christmas gifts with one participant returning to embroider personalized
napkins. The Hub was also used for some last-minute Christmas projects. The Reading Spark
Coding project was also a huge success with children learning how to code, an excellent
STEM project.




Lasswade Library

Following some taster sessions held during the
October holidays, the Lasswade Library Code Club was
re-launched, offering coding to a wide range of ages
and experiences. Partnering with NHS Lothian, the
library hosted more flu vaccination clinics this year,
providing an accessible space for delivering vaccines
and information. The 49t Rosewell Scouts were
welcomed to the library as part of their Book Lovers
badge. They had a scavenger hunt around the library
to discover how the library works and how they can
find information. For the inaugural Reading Schools
Week, the library welcomed two classes from St Mary’s RC Primary School, some of whom had never been to the library before, many of which have since

joined.



Loanhead Library

Loanhead continues to host a range of services, events and activities. The Knit & Knatter remains well-attended and is a sociable, intergenerational
activity where members work on individual and shared projects, offering peer-support and skills sharing. The Chatterbooks group continues to be well
attended with lots of discussion and children having an input on themed topics and creative writing. A highlight was a “wordless art” session where the
children used art to express how the book they were reading made them feel. The weekly reminiscence group meetings continue to provide a supportive
and inclusive environment for older adults with sessions encouraging conversation and memory sharing through themed discussions and resources. A
new World Book Day Costume Swap initiative was launched for World Book Day where old fancy-dress costumes were given a new lease of life donating
and swapping, helping reduce waste and spread a little community magic.




Newbattle Library

Newbattle launched a new Visually Impaired Support Group, providing support, information and good /—O/’\ —

company. The group are a lively bunch of all ages, who share experience of their sight loss journeys, and _‘ﬁ‘m :
offer help and support to each other. Working alongside Changeworks a session was delivered to help f I Th.

people reduce their energy bills and cut carbon with many of the attendees receiving further advice and
support and free heated blankets following the session. A new partnership has started with Simba Baby
Loss Charity and a craft group have started to meet in the library. The group craft items for baby boxes

that are then gifted to parents. With much appreciated funding from McSence, a number of family film

shows were arranged and shown at the library.

|
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Newtongrange Library

Local History Month was celebrated in Newtongrange with a display of photos showing
the village in the past. The library was the host to LEGO Coding sessions using LEGO Spike
Prime kits where participants designed, built and coded a variety of LEGO cars and robots,
learning basic coding concepts and problem-solving skills, enabling their models to move,
dance, and even respond to colour. The 100™" birthday of Newtongrange Primary School
was celebrated with a special commemorative display. As part of the project, children
from the school worked with members of the Village Voices group who shared their
personal memories of attending Newtongrange Primary School, offering valuable first-
hand accounts and comparisons between school life then and now. The pupils created a
series of informative and creative posters celebrating the school’s history which was
displayed in the library, allowing the wider community to engage with and enjoy the
centenary project. Local author John Duncan came to speak with the Village Voices group
about his new book, titled Heroes of the Great War: Newtongrange & Easthouses 1914-
1918. The group thoroughly enjoyed chatting about it.




Penicuik Library

Due to the refurbishment work in Penicuik High School, a new partnership between the
school and library was set up with S1 to S3 classes visiting daily to work and select books.
A new Bedtime Bookbug session was launched in Penicuik Library. This session features a
twilight song, story and rhyme and children were encouraged to come in their pyjamas
and bring a teddy. The Penicuik Book Group is thriving this year, so much so, that a
waiting list in now needed to accommodate members. This year, a new partnership was
formed with HomelLink for their Stay and Play project which was very well attended. The
group is no longer able to meet however library staff will now run the sessions instead.

Roslin Library
A revamp of the junior section has made the best use
of the limited space with Roslin and is pictured below.




Library Service priorities across the year

This year our library services have actively promoted the use of our library spaces for Council and other partners when we can. We support our communities
through a wide range of initiatives, working hard to provide information, access to events and services and the provision of books and activities promoting
fun and the joy and benefits of reading.

Cost of Living Supports

As our communities continue to navigate the pressure of the cost of living crisis, our libraries continue to demonstrate that they are far more than just
books. They have become warm, trusted spaces where people can access support, connect with services and find practical help when it matters most. Our
four Warm and Well-coming Hubs in Danderhall, Lasswade, Loanhead and Newbattle Libraries provide a warm welcome, free soup, tea and coffee. Free coat
collection points continue in Dalkeith and Loanhead Libraries and this year saw the launch of a new collection point in Penicuik Library. The school uniform
swap in Loanhead Library is still being used regularly by parents in Midlothian helping with the cost of school uniform. Working closely with our
communications team, quarter 4 saw the launch of two videos promoting the Warm and Well-coming Hubs in Lasswade and Danderhall Libraries. The videos
show the services available in each branch and starred our Customer Service Team Leaders.

This year Virtual, Expert, Remote, Advice machines (VERAs) were installed in Danderhall, Gorebridge, Lasswade and =
Loanhead and Penicuik Libraries. This project, operated by Dalkeith Citizens Advice Bureau, is the only one of its kind in
Scotland. The VERAs provide a large, easy to use touch screen that offers immediate access to information and support from
a range of services, including Midlothian Council, Scottish Welfare Fund, Women’s Aid, VOCAL, and Citizens Advice. There is
also a benefits checker available, so that users can check their own benefit entitlement. There has been really positive
feedback from customers using VERA is access information with the library seen as a safe space with services supporting to
combat poverty, isolation and loneliness.

Partnership working is key and the Cost of Living Crisis Working Group helps as a place to share information, focus activity
and hear what is happening from service across Midlothian.




Lend and Mend Hubs

Our Lend and Mend Hubs, started in Gorebridge Library from funding by the John Lewis
Circular Future Fund, coordinated by the Scottish Library and Information Council (SLIC) and
expanded to Danderhall and Loanhead Libraries, through some additional funding from the
Place Based Investment Fund. These hubs offer free access to sewing machines, repair
sessions, and craft workshops to support sustainable living and help with the cost-of-living
crisis, reflecting our ongoing commitment to delivering inclusive, practical services at the
heart of communities, helping residents save money, reduce waste, and build confidence
through learning and collaboration.

This year, the next element of the project was launched with our three hubs now providing
the opportunity to ‘Lend’ a number of items. There is now free access to borrow tools for
home maintenance, or home improvement tasks, sewing machine and cake tins. Feedback
has been overwhelmingly positive with the sewing machines proving to be the most popular
item to borrow so far.

The Hubs in all branches continue to be well used with knitting and sewing groups in action as well as customers dropping in to use the facilities, sometimes
just briefly, and sometimes for much longer projects. One of our customers spent most of the day making an amazing dress, another customer visits
frequently to make dog accessories, customers feedback is that they love the space offered here, and the sense of community when other people are using

the hub.



Library Natter

Due to its success, the Library Natter project was extended using remaining
funding from the initial bid. The partnership, with The Edinburgh Craft Club
was extended and a further six adult crafting sessions will be hosted, taking
the project up to June 2026 and offering 60 free workshop spaces for a
variety of sessions from lino printing to necklace making.

So far, four workshops have taken place and hosted 40 budding crafters
who all learned new skills and made new friends and connections. The
sessions have been invaluable in helping local residents connect with like-
minded people whilst taking some time for themselves.

Feedback from recent workshops have included:

“I love these workshops! | would not “Relaxing and reinvigorating session.

be able to afford to attend the sessions Didn’t know how much I need some ‘me’
Amy runs from her workshop. It is time.”

amazing to have access to these for

free, I have loved every creating new

things and having such a great “A beautiful spread, something | would
teacher.” never have dared to try. After attending

mental health sessions this morning, this
was much a much-needed pick me up.
Wonderful to be among other people.
What a gift to an otherwise bleak day.
Thank you.”



Schools Library Service

Midlothian Library Service provides project collections to primary schools, to supplement schools’ own resources, promote literacy and reading for
information, and support the outcomes of the Curriculum for Excellence. This year, 27 of Midlothian’s 32 primary schools currently made use of the service.
170 project boxes were compiled on topics ranging from Rights and Parliament to Biodiversity and Space. 5,385 books were issued during 2025/26, a 16%
increase compared with last year.

Book Week Scotland

This year’s theme of Book Week Scotland was ‘Friendship’ and our libraries hosted a wide range of events and activities for all ages. Events and activities
included craft sessions, film showings for children and families, themed LEGO, creative writing workshops, themed Bookbug sessions, recipe swap, coffee
mornings, quizzes, storytelling sessions, a session with the Kevock Choir and our annual bookmark competition in partnership with Midlothian Primary
Schools.

Read, Write, Count bags were delivered to every primary 1, 2 and 3 pupil in Midlothian and many of these gifting sessions took place in libraries. Some had
parents invited along, highlighting the continued value of national reading initiatives in engaging the local community.

Everyone enjoyed getting creative while exploring books and stories, making it an ideal way to promote reading for pleasure and supporting our ongoing
work in promoting literacy and whole family engagement. The range of activities show the importance of libraries in connecting with their community. In
total, 60 events were held across the service with 2,640 people attending (546 adults and 2,097 children) with the number of people attending events during
Book Week Scotland increasing by 14% compared to last year’s figure.

Scottish Book Trust [
The Scottish Book Trust launched a new website last year enabling all Bookbug sessions to be easily searched through the app * ) ' *
whilst allowing session data to be recorded and reported to funders more efficiently. Midlothian library staff have fully \ ' /
embraced the new system this year. While the national completion rate sits at around 87%, Midlothian is leading the way * \ ’ ’
with an outstanding 99% completion rate. '




Channel shift and customer contact

Channel shift continued this year with the rollout of the Customer Service Platform (Granicus). This platform underpins the council’s move towards digital
first and self-service interactions, reducing avoidable contact and giving residents quicker and clearer ways to access our services. This year, 29
implementations were completed ranging from Garden Waste direct debit sign up, various online
licensing applications, school clothing and free school meals online application form and a homeless
enquiry form.

This quarter focused on enhancements to Waste and Recycling Services by supporting the introduction of
twin stream recycling. A new online bin collection day checker, giving households an easy way to confirm
which bin goes out on which week, was launched. Alongside this a new annual bin collection calendar was
created allowing residents to view and download a full year’s schedule. As part of the wider programme
to integrate Granicus with the Whitespace waste management system, further technical integrations
were delivered this quarter to integrate bin collection day calendars to Whitespace with further
integrations for missed bins, assisted collections and requests for new or replacement bins planned for
next quarter. These integrations will reduce manual administrative work, improve accuracy, a better
customer experience, and ensure operational teams receive complete and consistent information directly
from customer submissions. New and improved digital forms were implemented this quarter including a
school travel assistance form, allowing parents and carers to apply for school transport online and a
garden waste bin sign up form was created to support upfront annual payments for the garden waste
collection service. Improvements were made to postcode look up functionality across all forms.

Service requests in a test phase and due to go live are:

e MOT bookings

e Temporary Traffic Regulation Order (TTRO) requests

e Remaining licensing application processes

e Ongoing waste services in-cab technology integrations to Granicus Customer Services Platform providing real time reporting to Contact
Centre

e Mental health and wellbeing process for Children Services to allow children to request online help which will be piloted later in the year

e New process being created for short term lets to replace, and in turn, reduce costs for the current system

e New processes and forms to assist school placements.



For Customer Services, the roll out and implementation of the Customer Services Platform continues to make improvements and lead to a better customer
journey. As more service transactions are automated and rolled out through our Customer Services Platform, customer contact such as telephone, email and
webform received directly to our Contact Centre has reduced this year. Although, quarter 4 saw a higher level of email contact than other quarters in the
year, mainly due to the roll out of twin stream recycling, email contact has decreased across the year by 17% with 38,881 emails handled in total, compared
to 46,908 last year and a 27% decrease compared to 2023/24.

Changes made to customer forms which now go directly to the service, means quicker responses direct to customers. The number of webforms received via
the contact centre has significantly decreased again this year by 89% with 403 received compared to 3,835 during 2024/25.

This year calls received to our contact centre continue to reduce with 142,268 calls received, a 5% decrease compared to last year, and an 8% decrease
compared to 2023/24. Similar to increased email contact during quarter 4, call volumes for quarter 4 have increased to 40,025 from 31,147 during quarter 3,
due to the roll out of twin stream recycling.

The percentage of contact centre calls answered within 120 seconds remained steady across quarters 1 to 3 this year, averaging 80%, however dipped in
quarter 4 to 61% due to the increased contact received. As a result, the overall percentage of calls answered for the year was 75.5% which, despite quarter 4
performance, is a significant improvement from 64.5% last year. With work ongoing via our Customer Services Platform and the Revenues Improvement
Programme, to implement e-billing and self-service, we expect call volumes to continue to reduce over time as more people move to self-service, resulting in
a higher percentage of calls answered within our customer target response times. As a result of higher call volumes during quarter 4, call abandonment rates
are off target this quarter at 12% compared to quarters 1 to 3, which largely met our Service Level Agreements of 5%. Overall for the year, call abandonment
rates are off target at 7% but have improved from 11.8% last year. This abandonment rate calculates the total number of calls that come into the call queue
and then leave the queue. There is no ability to analyse why calls are abandoned - callers may choose to hang up because they would rather not wait, or they
have called at an inopportune time. Front-end messages are updated on contact centre lines to provide information to the customer waiting, for example, if
a whole street of bins had been missed. Lines also have messages directing people online to carry out transactional activity.

Our contact centre continually monitors customer demand and patterns of contact to ensure that they deliver the highest standard of service across both
offline channels (such as email) and live calls. The team continues to invest in upskilling and cross skilling staff, while working closely with services across the
council. This collaboration approach strengthens our ability to resolve enquires at the first point of contact and supports our commitment to providing
excellent customer service.



Customer feedback
135 complaints were received across Corporate Solutions this year, with 60 received during quarter 4. Overall complaint numbers have reduced by 17%
compared to last year and 51% compared to 2023/24.

For the year, the average time in working days to respond to stage 1 complaints was 3.71 days. 84 (86.9%) of complaints at stage 1 were complete within 5
working days and 11 responded to outwith the 5 day target relating to revenues, employment, customer services, blue badges and business services.

19 complaints were complete after escalation, of which, 14 were completed within 20 working days, showing the percentage of complaints escalated and
complete within 20 working days off target at 73.68%. The 5 complaints completed outwith 20 working days related to revenues, business services and a
replacement bus pass.

7 complaints were complete at stage 2 this year, of which, 6 were completed within 20 working days, showing the percentage of complaints at stage 2
complete within 20 working days off target at 85.71%. The one complaint responded to out with target was in relation to a blue badge.

Communications and promotion

Our communication and marketing team continue to support Council services by promoting key initiatives on
our social media platforms, news releases, website and community radio channel. The team have provided
updates on 21 key initiatives via quarterly performance reporting throughout the year ranging from
consultations on changes to our school admissions policy, promotion of drop in sessions for public feedback on
the plans for the A701 and A702 link roads, promotion of Midlothian First’s Community Falls Prevention event
and continued campaigns supporting the cost of living.

Key successes this quarter include:

Twin streaming campaign, working with waste services and Zero Waste Scotland to communicate and promote
significant changes to our recycling service in March 2026. In terms of website promotion, a new green bin web
page was created and associated webpages updated. The web team supported Digital Services with online bin
day collection calendar. Our waste and recycling webpages saw significant increases in visits, with pages viewed
320,000 times since January to launch date compared to 84,000 views over the three months previous. Media releases were issued to the local press
and published on our site with 4,800 views, these were also printed in the Midlothian Advertiser, Midlothian View and Recycling News. An
explanatory ‘how to’ video was created in house and uploaded to social media, posts were viewed around 66,000 times. The video was also uploaded
onto our YouTube channel. A second video featuring Loanhead Primary pupils is currently being edited for future promotion. In terms of graphics,
lamppost wraps were designed and put up in more than 120 locations across Midlothian. 21 social media posts, each on various platforms were
created with a very high engagement rate. The best performing post reached 239,318 news feeds with 1,191 interactions.




Parentsportal campaign launched to increase the percentage of parents and carers signing up to parentsportal.scot, the online tool to allow them to
communicate directly with their child’s school at a time convenient to them. Media releases were issued to local media, Midlothian View, Edinburgh
Evening News, Black Diamond FM and the Midlothian Advertiser. A short reminder was sent directly to parents and carers from each school, photos
were taken featuring parents using the service and used within media releases and social media posts. 5 social media posts were posted around the
Easter break with the top performing post reaching 20,905 views and 115 engagements. Second best performing reached 18,643 news feeds with 59
engagements. Between 1% of January and 22" of February, before the campaign, the parentsportal page was viewed 254 times and during the
campaign increased to 1,198 times. 32 of 37 Midlothian schools showed an increase in sign up percentages of between 0.54% and 41.92% after the
campaign.

Bus travel campaign to maximise the number of people providing feedback via a short survey on improving bus travel between Gowkley Moss and
Straiton interchange. A media release was issued and published on our website which received more than 4,800 views. New photos of landmarks on
the route were taken for social media and press use. 5 Social media posts were created on Facebook, X and Threads, linking the survey with
reminders also on LinkedIn. The best performing post was on Facebook and reached 102,193 news feeds. The survey received 1,800 responses.

Step count challenge campaign was launched to encourage Midlothian residents to sign up for the 4 week challenge. This was a partnership project
between the Active Travel team and Walking Scotland. The aim of the initiative was to create a community event to bring people together while
getting fit. Initially the challenge was open to residents of Danderhall and Millerhill to target new build areas, but this was later extended to the whole
of Midlothian. The challenge offered participants prizes and incentives. Socal media posts ran for several weeks before the challenge started on
council platforms. Posts were also shared on Facebook groups. A news release was issued to local media and a news story on the council website.
Internal communications for staff were shared in the Staff weekly bulletin and staff screens at reception points. The challenge was also further
promoted on Black Diamond radio. Flyers were produced for schools, libraires, leisure centre, miners club and community hubs. Walking Scotland
visits were held at community councils and social groups in the area. Feedback was gathered about how people heard about the challenge to monitor
how effective our communications campaign was with 21% hearing of the challenge via social media, 36.9 via Midlothian Council or Walking Scotland
directly, 26.3% through a Midlothian school, 2.5% from family and friends, 7% through colleagues or work, 3.5% from a letterbox leaflet and 1.8%
from an event. 57 teams across Midlothian signed up for the challenge with 259 participants.

Midlothian Education Appeals Panel campaign to attract more candidates to volunteer with the panel. A dedicated recruitment page was created on
the council’s website. A series of posters were designed in house with QR codes directly audiences to our website pages. Direct emails were sent to
target audiences, primary and secondary school partnerships, community councils, Midlothian Sure start and Parental Employability Service.
Volunteer adverts were placed on Volunteer Scotland, Midlothian Community Action and MyJobScotland websites. Internal communication was also
sent out to staff via Mid-Hub. 9 new volunteer panel members were recruited.


https://www.midlothian.gov.uk/info/878/schools/850/parentsportalscot

Tour de France campaign, promoting the successful local launch of the news that the Tour de France will cycle through Midlothian in July 2027. For
this promotion, the team turned every page on our website to the distinctive Tour de France yellow and updated our Facebook home page image.
Route maps, videos and further information was shared across all our social media channels to help launch the news and create excitement. Across
Facebook, LinkedIn, Threads, Instagram and X, posts had more than 151,000 views within three days, with a further 1,800 visits to the news article on
our website. A local media release was issued to Midlothian View, Midlothian Advertiser, Black Diamond FM and the Evening News.

Midlothian Citizens Panel campaign to recruit new members and secure 200 registrations to the Midlothian Citizen Panel. This work was in support
of Engage Scotland’s direct mailing to residents, which targets 600 registrations. The Midlothian Citizens’ Panel webpage on council website, which
redirects users to Engage Scotland sign-up portal, was updated. Posters were designed in house with QR codes directing audiences to Engage
Scotland and displayed over 50 council sites. Internal communications were sent to all staff via Mid-Hub. 19 social media posts were created across
Facebook and LinkedIn channels. The Midlothian Citizens Panel website received 218 visitors, 767 readers viewed the Mid-Hub communication,
76,000 views so far have been received across all 19 posts with the top performing post receiving 12,229 views and 500 engagements. Over 150
registrations were made prior to direct mailing to residents which is 75% of the target reached. This is an ongoing campaign and continues over April
and May.

Cost of Living Campaign to increase usage of the councils cost of living webpages and raise awareness of supports available from Midlothian Council
and national/local partners. News releases were issued promoting improvements to the Danderhall Pantry Service within the Midlothian Advertiser
and Midlothian View, receiving 21,653 views on Facebook, with 1,130 engagements. A news release on the roll out VERA machines at our library was
published online on Midlothian View and Black diamond FM which was viewed 10,691 times on Facebook. The launch of community diners was
published in Edinburgh Evening News and Black Diamond FM with 26,637 views on Facebook and 1,837. Social media reel videos were posted
showcasing what is available at Danderhall and Lasswade Warm and Well hubs, with 4,300 views on Facebook for Danderhall and 8,300 for Lasswade.
9 social media posts were created to signpost people to cost of living supports on our website, totalling 52,000 views. From January to March 710
visits were made to the cost of living webpages which is an increase of 116 visits from the same period last year.



Customer Engagement — performance measures
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Human Resources

To achieve the Council’s strategic priorities, we recognise that people are our most important asset. Workforce is a key priority in the Council’s
Transformation Blueprint. The Council aims to attract the best talent, grow our own talent ensuring there are clear progression pathways, ensure our
workforce feel engaged, valued and motivated and importantly, empower our staff to enable them to reach their full potential.

Our workforce vision is to work as One Council using our knowledge, experiences and sense of shared endeavour to collaborate and think creatively and
innovatively so that our people can deliver life-changing impacts for our communities. Our ways of working mark a clear desire for cultural change and a
shift towards a more agile and modern operating model.

In order to ensure a thriving workforce, key areas of focus for 2025/26 are:

e Continued investment in Organisational Development through focused programmes of work e.g. Managers Forum and Leadership Forum
e Delivery of the Workforce Strategy 2024-2034 to:
Plan: deliver an evidence and outcome-based workforce planning framework that is an
integral part of the council’s approach to strategic planning.
Attract: ensure the council becomes the employer of choice for the population of
Midlothian, by deploying best practice in attracting the best staff.
Train: enable the council to become a “Learning Organisation”, providing staff with
business-focussed training and development to equip them with the skills and knowledge
required to deliver their best.
Employ: ensure Fair Work principles continue to be at the heart of management practice,
ensuring staff are, and feel, valued and rewarded.
Nurture: create a workforce and leadership culture focusing on the health and wellbeing of Midiohizn 4l
a demographically balanced workforce that reflects the community it serves.

Workforce Strategy

e Completion of workforce and succession plans in all services, with a particular focus in high-risk areas, aligned to the Workforce Strategy

e Continued rollout of the Wellbeing Strategy with measures to demonstrate impact and visible contribution to reducing absence levels
e Development and delivery of the Recruitment Strategy aligned to the Workforce Strategy



Key achievements:

Wellness@Midlothian

The rolling programme of Wellness@Midlothian initiatives continues to support the positive health and
wellbeing of our staff. This year saw the official launch of our Wellbeing Charter setting out the Councils
commitment to employee wellbeing, ensuring our employees have access to resources, support and services to
create a healthy and safe working environment.

Following on from the launch of our Wellbeing Charter, a staff wellbeing survey was launched with a total of
246 employees responding to provide detailed feedback on initiatives, activities and training they believe
would enhance and support their overall wellbeing. Feedback related to training on stress management,
mental health, free gym memberships, free fruit, free massage and fitness sessions, arts and craft activities and
social activities with team members. Feedback received will be used to inform a health and wellbeing action

plan for 2026 to 2028.

This year 99 wellbeing events were held covering financial support, carer support, physical and mental
wellbeing as well as information sessions. A total of 1,217 attended the events throughout the year. This is an
increase of 4% in events held compared to last year. Quarter 3 saw the highest number of events during the
year, with 49 events held as part of our dedicated Wellbeing month campaign.

This quarter 24 events were held with 336 attendees, events included:

Financial support for our employees:

2 monthly webinars delivered by Money Advice Scotland

My money matters AVC webinar

2 Affinity Connect pre-retirement planning courses held.
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Health and wellbeing events:
e 4 onsite Health check sessions delivered at Fairfield House, Gorebridge and Bonnyrigg Primary School and Eskdaill Court. 15 health checks
were held across the year with 170 employees attending.
e 3 Health walks delivered by Active Travel
e 2 Wellbeing sessions held with the Children and Families team and at Gorebridge Primary School.

Various promotional activities were delivered this quarter including Vivup, Physiotherapy, Employee Assistance Programme, My Money Matters, Capital
Credit Union, library offering, Sport & Leisure offering, Macmillan Cancer Support services, Pharmacy First, Able Futures, PAM Ohio, NHS services, Social
Security Scotland, Citizen Advice, Moneyhelper, Bowel UK, Mental Health Services and Intowork. Feedback received in relation to Additional Voluntary
Contributions (AVC) plans showed an increase by 100 plans from May 2025 to March 2026 through continued promotion, with £64,461 paid through salary
sacrifice, further promotions are agreed for future. In addition, a health and wellbeing calendar was added to Mid-Hub with health and wellbeing awareness
days and contact information. The Health and Wellbeing page provides information on a variety of subjects including mental health; menopause; cancer and
stress awareness which continue to be updated.

Absence and case management

The HR team continued to proactively work with managers and their teams, supporting them with absence management, helping to tackle and reduce
sickness absence, complimenting the range of health and wellbeing support provided by the Council to all employees. The HR team provides training for
managers in absence management processes and provides management information to enable managers to measure and manage the long and short term
absence in their areas. Refreshed Maximising Attendance at Work training has taken place over the year with 263 employees attending the training course.
These sessions have now become part of a rolling programme for managers and planning for future sessions is in place. In addition, this year our staff e-
learning platform was also updated to incorporate a Maximising Attendance at Work course for managers.

Over the last year this work has resulted in progression of absence cases, capability hearings and return to work as well as the more efficient management of
employee relations cases to bring these to a conclusion. This quarter the number of long term absence cases supported by HR was 166, overall absence cases
have seen a reduction year on year, with 606 cases supported in 2023/24, 521 during 2024/25 and 502 this year.

This quarter 360 Occupational Health referrals were made in support of our employees and 1,220 referrals in total across the year, this is an 80% increase
from 678 referrals made during last year. Referrals can be made for a number of different reasons, with the primary reason for referring staff to
Occupational Health is to apply preventative measures to support their physical and mental health and wellbeing and identify any supports required to
facilitate employees to remain in work. 330 Physical Health referrals were made this quarter, with 1,253 referrals made across the year, a 7% decrease from
last year. Physiotherapy services offer up to 4 free sessions which can be accessed by the employee to receive treatment and advice for musculoskeletal
injuries and various health conditions to improve movement and mobility.



The HR team continue to work on various lengthy and challenging employee relations cases supporting staff and managers throughout the process to reach a
successful conclusion. 48 cases are being supported this quarter with 84 cases supported throughout the year, an increase of 17% compared to last year.

Investing in our workforce

This year the HR team successfully achieved re-accreditation as a Disability Confident Employer.
Disability Confident is a voluntary government scheme designed by employers and disabled
people’s representatives to help employers recruit and retain people with disabilities and health
conditions. Midlothian Council continues to be committed to challenge attitudes towards disability
and improve understanding, while also promoting a positive work environment, where disabled
people can have access to an inclusive recruitment process, be offered reasonable adjustments as
required and have employee benefits available to support their health needs.

(& disability
B confident

EMPLOYER —i

In terms of our people policies, a range of policies were updated or drafted this year to ensure our workforce is supported by clear, modern and legally
compliant frameworks:

In conjunction with a short life working group on staff debt, a Staff Debt Policy was developed. The Staff Debt Policy will aim to ensure employee debts are
identified, managed and fairly and consistently recovered, giving employees clarity, fairness and support when financial issues arise.

A Neuro-inclusion Policy was drafted this year and consultation took place with Trade Unions. A Neuro-inclusion Policy aims to make the council a place
where neurodivergent people are understood, supported, and able to participate fully, focusing on removing barriers, improving awareness and ensuring
services and workplaces are designed with different thinking and communications styles in mind.

The Council’s Menopause Policy was updated this year. The policy aims to support staff experiencing menopause by promoting understanding, reducing
stigma and ensuring fair treatment at work. An update to our Alcohol and Drugs Misuse Policy was also completed. This Policy is designed to give clear
guidance to staff on how to tackle issues in a supportive way in relation to any suspected misuse of alcohol or other substances in the workplace, setting out
the expectations of managers and employees when faced with this situation.

Our job evaluation policy was also updated during the year, and proposals were progressed for revision of the employee appraisal system and the review of
pay and grading.

As part of the Workforce Strategy, training on workforce planning was carried out with the Local Government Association and the Corporate Management
Team (CMT) this year and further sessions took place to progress plans and look at future challenges in the workforce. Further training on workforce



planning was delivered to the Leadership Forum members in February. This strengthens our collective understanding of how to align our future workforce
with the council’s strategic aims and is a key element of building a modern, adaptable 21 century workforce, directly supporting the ambitions set out in our
Transformation Blueprint.

The Managers Forum continued this year with various online sessions focussing on health and wellbeing, health and safety risk assessments, financial
management through Additional Voluntary Contributions, employee discount scheme, energy efficiency through the winter period, support for unpaid carers
and Public Sector Equality Duty. This quarter a Manager Forum webinar was held on the recruitment onboarding process. The forums continue to provide a
space for leaders and managers to share experiences as well as providing managers with best practice and guidance.

As part of fair work commitments, a Listen and Learn exercise was carried out this quarter with Saltersgate School. 85 employees were met on a one to one
basis. These focus groups strengthen our employees voice and encourage employees to engage and put forward views and ideas to help address any
organisational challenges and contribute to improvements.

981 mandatory e-learning courses were accessed by staff this quarter. In total 17,319 courses were accessed this year which is similar to 17,174 accessing
courses last year after staff were required to carry out refresher training on an annual basis. Courses that require to be completed include training on Bribery
Act 2010, information security, procurement fraud, cyber security, records management and threat of terrorism. These courses aim to protect the council, its
staff, and the public by fostering a culture of awareness, responsibility and compliance.

This year saw the launch of ‘Vivup’, a new employee benefits portal to support the financial wellbeing of staff by introducing lifestyle savings and discounts
on many major high street retailers.



Workforce measures

We track our employee turnover rates by expressing it as a percentage of
employees overall when taking account of all leavers. Consideration of the levels of
turnover across services, locations and particular groups of employees helps to
inform workforce planning and resourcing. Compared to last quarter, staff turnover
rates have slightly increased this quarter to 2.21% from 1.83%. Overall for the year,
turnover rates have reduced from 8.6% in 2024/25 to 8.03% this year.

The gender pay gap measures the average female pay (£21.15) versus average
male pay (£22.46) within the organisation. The figures show that the Council has
more male staff at higher rates of pay by 1.37% as of quarter 4. A reduction from
2.29% at the end of 2024/25. The pay gap continues to reduce year on year with
this figure reflecting the smallest pay gap recorded over several years.

The number of female employees in the top 5% of earnings has increased slightly
compared to last year with 132 female employees in the top 5% of earnings at the
end of this year and 130 during the same period last year.

Overall sickness absence rates for all employees is slightly higher this year compared to last year with the average sickness days for the year 11.14 days
compared to 10.91 in 2024/25. For Corporate Solutions the average number of working days lost due to sickness absence this quarter has increased this year
to 10.62 compared to 8.26 in 2024/25. Of the FTE days lost, 75% was due to long term sickness, 13% self-certified and 12% short term absence. Work
continues with each service area to review attendance levels and support those absent to return to work. A focussed piece of work will look at both long
term and short term absence, better understand potential triggers and review the existing absence policy and processes.



Human Resources — performance measures
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Digital

Digital solutions underpin the Transformation Blueprint. Key work streams include:

Delivery of the Council's Digital Transformation Strategy 2024-2029 to fully utilise digital tools, digitising and automating processes, introducing Artificial
Intelligence (Al) and ensuring that decisions can be made through comprehensive data and management information. Key priority areas that the Council will
focus on over the next 5 years are:

e Automate: For an Efficient, Modern Council

e Reimagine: Transform Service Delivery

e Data: Deeper Insights and Preventative Operations

e Secure and Sustain: Protect and Preserve

e Development of a data analysis capability and streamlining of performance and other standard reporting

e Expanding digital automation efforts via Power Automate, to improve efficiencies and process quality

e Continued rollout of compliance and cyber security protective measures, including attainment of Public Sector Network and Cyber Essentials
certification, staff training and engagement and establishing a Security Operations Centre

e Deepening the adoption of Microsoft M365 capabilities and applications to enable organisational efficiencies, collaboration and lay the foundation for
future Artificial Intelligence (Al) initiatives

e Delivering service improvements in frontline teams through the use of technology

e Continue the roll-out of the Customer Services Platform solutions to promote channel shift

e Equipped for Learning (EfL): support the EfL project to provide best in class, secure digital ecosystem for optimal learning outcomes

e Developing Council telephony digital strategy and implementing upgrades to education estate

e Ensure all digital aspects of Council operations are well supported and operational

e Provide citizens with enhanced services and faster, more responsive support

e Deliver improved outcomes for all residents of Midlothian by embracing modern service models



Key achievements:

Digital projects and Infrastructure
A range of improvements projects and service supports were undertaken through this year to
facilitate a more efficient organisation and improve how we work:

Infrastructure

Infrastructure delivery focused on resilience, lifecycle replacement and preparation for future
change. The new Education phone system project was completed this quarter, providing schools
with a modern, reliable telephony solution that supports safeguarding, service continuity and
effective communication.

A SysCloud backup solution for Google Classroom was procured and implemented this quarter,
ensuring that educational data stored within the Google environment is securely backed up and
recoverable. This reduces the risk of data loss and supports educational learning continuity.

—

This quarter, resilience at Fairfield House was enhanced through the addition of extra battery capacity to the uninterrupted power supply, providing
approximately four and a half hours of runtime in the event of a power outage. This significantly improves the council’s ability to continue operating during
local power disruptions.

New hardware was installed across high schools to prepare for the migration from legacy Microsoft Server 2016 environments. In parallel, ongoing server
upgrades are removing soon to be obsolete operating systems, reducing security risk and support costs. Migration to new infrastructure for corporate
telephony was progressed ahead of the SWAN1 termination date, ensuring continuity of voice services.

The infrastructure team also supported the rollout of the Security Operations Centre, providing the underlying systems and connectivity required to enable
enhanced cyber monitoring and response.

Other significant achievements across the year included the successful completion of work to equip Fairfield House for decant which supported all users to
migrate to their new location. This included the migration of servers and digital systems from Midlothian House to Fairfield, which took place within minimal
downtime and disruption. Ensuring that the desks within Fairfield House had sufficient data and power to allow staff to move. The reduction in size of the
Midlothian House computer room. Numerous other equipment moves, upgrades, disposals and installations were also carried out to support the decant.



Completion of the migration of our 48 SWAN circuits to faster, more cost-effective BT Swan WAN connections took place at the beginning of 2025.
Installation of new SWAN circuits at Sacred Heart Primary School, Bonnyrigg Depot, Stobhill Depot and Penicuik Town Hall were completed providing
increased performance and reliability to these locations. Further sites (Cherry Road, Dalkeith House, Hillend, Dalkeith Social Work) were migrated towards
the end of the year reducing network costs and providing a common platform for the connections.

New and extended public Wi-Fi was installed this year at Penicuik, Lasswade and Newtongrange gyms to support the new Technogym equipment and
improve services for gym users.

Front Office

The Front Office function concentrated on modernising end user technology, enabling flexible working and strengthening the council’s cloud foundations.
The completion of the rollout of new Xerox print devices across both corporate and education estates delivered a more consistent, secure and supportable
printing environment.

The laptop refresh programme replaced 650 ageing devices, helping staff work more effectively whether office based or remote. In response to supply chain
volatility and anticipated memory related price increases, the team took a proactive decision to pre order a further 1,000 laptops. This strategic action
protected budgets, ensured continuity of supply and reduced the risk of future deployment delays.

A significant step in the council’s cloud first strategy was the commissioning of the Microsoft Azure platform. This underpins future digital services, improves
resilience and reduces reliance on legacy on premise infrastructure. Building on this, a preliminary Azure Virtual Desktop environment was created as a
replacement for Citrix, providing a modern, scalable and more cost effective approach to remote and application access.

Throughout the year, the Front Office team resolved 734 support calls, 124 during quarter 4, contributing to a more stable user experience.

Other achievements across the year included full completion of the Windows 11 upgrade programme delivering a sustainable and efficient platform for our
digital estate. Replacement of catering tills in schools and cafes and the transition of the digital application to the cloud. Extension to Roslin Primary School
was fully set up to allow teachers and pupils to access the Education network. Our school estate was upgraded from Office 2016 to Office 2024. Work was
completed for the move of the Council Chambers to Normandy Court with a fit out of networking services to allow staff to occupy office spaces in the
building and installation of broadband Internet for the Public-l system. Significant work was carried out this year to support the refurbishment of Penicuik
High School. A Starlink satellite broadband system was installed at Vogrie Country Park to allow the new carpark barrier system to take payments in a timely
and efficient manner.



Service Desk

The Service Desk continued to act as the backbone of day to day Digital Services delivery, managing
high volumes of requests while supporting change activity. The completion of the IT Disposal
Tender ensured that end of life equipment is disposed of securely, compliantly and in line with
environmental responsibilities. This reduces risk while supporting sustainability objectives.

Video conferencing solutions were installed across all Fairfield meeting rooms, enabling hybrid
meetings, better collaboration and more effective engagement with partners and the public. The
Service Desk also created 949 new user accounts this year, 269 during quarter 4, supporting
workforce changes and new starters across the organisation.

A total of 9,954 service desk support calls (1,966 during quarter 4) were successfully resolved
during the year, demonstrating continued focus on responsiveness and customer service. The team also played a key role in supporting the Xerox print
rollout, ensuring minimal disruption during transition to the new devices.

Business Solutions

The Business Solutions team focused on strengthening core business systems, improving digital services for residents and staff and rolling out the Customer
Services Platform. A major milestone this quarter is the ongoing integration of the Customer Service Platform with the Whitespace waste management
system. Integration enables better data flow between customer requests, operational scheduling and performance reporting. As a result, frontline waste
services benefit from improved visibility, reduced manual intervention and a more timely response to residents. Details of Customer Services Platform
implementations are outlined in the above Customer Engagement section of this report.

The team also supported several significant system upgrades this year, including Open Revenues and Customer Payments. These upgrades improve
reliability, performance and resilience. For residents, this means more dependable billing and payment services. For staff, it reduces system disruption and

ongoing support issues.

To strengthen technical leadership and long term solution design capability, a Senior Solutions Architect was recruited towards the end of this year. This role
provides strategic oversight across business applications, ensures consistency of architecture and supports future transformation initiatives.

Across the year, the team resolved and closed 604 support calls, (130 during quarter 4), improving platform stability.



Cyber Security

Cyber security activity this year strengthened the council’s ability to prevent, detect and
respond to an increasingly complex threat landscape. Progress was made on onboarding to
a Security Operations Centre, significantly enhancing real time monitoring, threat detection
and incident response capability. New Cyber Incident Response service arrangements were
confirmed, providing clarity of roles, escalation routes and specialist support during security
incidents.

A comprehensive Active Directory and Azure identity audit was completed, identifying risks
and producing a clear improvement plan to strengthen access controls and reduce the
attack surface. Vulnerability management was improved through the migration of 135 hosts
from Web Check to Qualys, delivering more detailed insight, better prioritisation and
integration with remediation processes.

The team completed multiple supply chain and cloud security risk assessments, ensuring
that third party and hosted services meet the council’s security expectations. Live security events were actively managed, making use of national threat
intelligence including alerts from the National Cyber Security Centre.

Alongside technical controls, policy and resilience work continued. An advanced Vulnerability Disclosure process was developed to support responsible
reporting of identified security issues in Council systems. Cyber resilience and recovery planning progressed, including the definition of priority systems to
support business continuity. Staff awareness was strengthened through Cyber Security Week this quarter and targeted engagement activities, and a cyber
security business continuity exercise was completed with the Corporate Management Team to test readiness and decision making.

Information Governance

Information Governance activity focused on enabling digital transformation, while maintaining strong compliance over information and data protection. A
pilot involving 60 users was completed for Copilot Chat and Microsoft 365 Copilot, with support from the Information Governance team. This ensured that
appropriate safeguards are in place and that benefits can be realised safely as the technology moves towards business as usual use.

The Al governance policy was updated to strengthen lawful, ethical and transparent use of artificial intelligence across the council. At the same time,
Microsoft 365 governance arrangements were reinforced to reduce unmanaged sprawl of sites, teams and data as adoption accelerates.

A new data breach reporting form was developed for business as usual use, improving consistency of reporting and response times. The team supported a
range of audit and compliance activities, including Strategic Information Governance Group (SIGG) assurance, helping demonstrate accountability and
regulatory compliance. A supplier Data Security Workshop was delivered, with final recommendations received to further improve M365 compliance.



Digital — performance measures

Customer satisfaction and helpdesk
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Corporate Resources

Key priorities for the service in 2025/26

e Redesign of business processes to achieve efficiencies across all of Corporate Resources
e Making more use of current applications to enable self-service e.g. viewing Council Tax and rent accounts online
e Continued upgrade of applications supporting the Council’s transformation agenda e.g. increasing automated and online payments

Key achievements:

Invoicing

Work continues with the rollout of invoice approval processes. Reducing paper-based invoicing to invoice approval system management allows for a greater
level of audit, performance management and data, leading to more up to date financial monitoring and real time reporting. The Business Applications Team
continue to work with Scottish Government’s e-commerce team on next steps for the e-invoicing programme and onboarding of suppliers to this service.

This year invoice approval expansion continues and manual based Green slip transactions have reduced from 8.1% at the end of last year to 6.4% at the end

of this year.



The rate of invoices paid on time across the Council this quarter was 94.2%, almost
achieving our target of 95%. A total of 114,554 transactions were processed up to and
including quarter 4, of which 99,381 are included in the Statutory Performance
Indicator (SPI) invoice calculation with an average of 10.3 days to pay an invoice.

The team made 15,173 direct payments to bank accounts to cover free school meals
during the holiday periods, Ukrainian Host payments and Economic Development
Business Grants. 3,125 internally generated payments were processed including grants,
corporate appointees, salary deductions and treasury activities. Purchasing card
transactions increased to 24.3% this quarter from 14.8% at end of quarter 4 last year

-

-
due to anincrease in embedded cards for catering suppliers. -

ld

Our Business Applications team continues to play a vital role in maintaining and

enhancing our core systems, ensuring they remain up to date, reliable and aligned with business need. This year, the team successfully delivered a series of
key upgrades and implementations across several platforms. Further Business Application upgrades were completed this quarter for ITrent, Open
Revenues, Legend, MR56 ONE Housing, Granicus, Confirm and the Blue Badge Case Management system. In addition, Open Portal testing was completed,
and first customer accounts were created via a soft launch with staff. The migration to hosted service for Integra Centros was completed and Rents and
Council Tax uprating was complete for 2026/27. This quarter also focused on the implementation of twin stream recycling, creating new rounds and
schedules as well as data onloads and testing of the new online calendar to support service delivery. A new contract was signed this quarter for mobile
voice and data with Vodafone to March 2028 which includes receiving approximately £90,000 of tech fund and a new contract was awarded to AllStar for
the provision of fuel cards.

The TotalMobile Connect project commenced towards the end of this year. This move will deliver improved system performance, reporting functions and
enable more efficient mobile working across Building Maintenance Services, Fleet and Roads Services.

This year, the Parent Portal pilot was implemented across all schools. This project marks a significant step in improving communications and engagement
between schools and parents through digital channels.



Business Services - records management

Work has continued across our Business Services to streamline operations and strengthen the efficiency of our processes. A key area of focus has been the
management of council records, where we have made significant process in our practices and improving compliance. Our Records Management Policy and
the Council’s Retention Schedule were reviewed and updated this year. The network of records champions across the council was re-established and the
development of a Teams channel has improved the sharing of information and guidance to support records champions has encouraged closer working
relationships with services. Together, these resources provide clear guidance for staff and set out our commitment to the secure, consistent, and
responsible creation, storage, and disposal of records that accurately document our activities and business.

To support this, records champions received training on the use of destruction registers. This training enhanced understanding of the record destruction
process, ensuring it is carried out in line with both the council’s policy and legislative requirements.

Significant records management activity also took place as part of the office decant from Midlothian House to Fairfield House. Records champions received
additional guidance and support as part of the move. This resulted in 66 boxes of files being archived at Iron Mountain and other records being destroyed in
line with retention schedules, freeing up office space, improving building safety by lowering fire risk, and ensuring that only relevant records are retained.
Progress has also been made this year with the destruction of both physical and digital records that have not met or exceeded their retention period. In
addition, accessions to the archive collection were received including items from the Penicuik Community Arts Trust.

This quarter work has focused on planning the implementation of Records Management principles across the M365 environment, with particular emphasis
on the creation, migration, and ongoing management of records within SharePoint. A report supporting this implementation of managing records within
M365 alongside a SharePoint Retention and Destruction proposal was approved by both the Digital Transformation Strategy Board and the Strategic
Information Governance Group. This work will provide a strong and robust foundation for the wider rollout of SharePoint in 2026/2027.

This year, the National Records of Scotland (NRS) approved the Progress Update Review (PUR) under the Public Records Scotland Act (PRSA). Overall, the
assessment team considered that Midlothian Council and Midlothian Licensing Board continue to take their statutory obligations seriously and are working
hard to bring all elements of their Records Management Plan into full compliance with the Act. The evaluation contained good news all round and
exemplified positive progress in Records Management. The Council are maintaining compliance in all sections marked as such at the last Records
Management Plan (RMP) and will move from amber to green in two further areas of compliance when the Records Management Plan is submitted in
2027. The National Records of Scotland noted that resourcing of the Democratic and Document Services Team Lead has shown measurable improvements
in records management and were commended for engaging business areas in identifying vital records.

Other notable achievements across our Corporate Resources teams include the procurement and implementation of the new Managed Print Service.
Further enhancements were made this year to our employment and reward manager e-forms which has improved the quality of information received and
an increase in the number of requests processed without the requirement for intervention. The introduction of the online form for school placement



appeals via our Customer Services Platform provides case management functionally, streamlining the administration process of appeals and the
communication with appellants.

Supporting the Cost-of-Living Crisis

Requests for crisis funding continue to remain consistently high with a 2% increase
in the number of crisis grant applications received this year (7,320) compared to
last year (7,168) and an 8% increase from 2023/24 of 6,766. This demonstrates the
continued significant financial challenges faced by our communities. This quarter
2,113 Crisis Grants and 385 Community Care Grants were received.

All of the annual Scottish Welfare Fund (SWF) budget was allocated up to quarter 4.

Our Scottish Welfare Fund Assessors respond and analyse the reasons for the high
number of applications and refusals to identify preventative activity to mitigate
people reaching this crisis point. This is identified as a key action in the Child
Poverty Action Plan.

Revenues and Benefits

Work continued this year on improving the processing times to the change of circumstances within Revenues and Benefits. Processing times were higher
across quarters 2 and 3 this year reflecting work carried out on some older cases and includes late notifications of changes in circumstances. However it
was brought back on target during quarter 4 at 8 days to process. Overall for the year, average processing times for change of circumstances was 10.5 days
and therefore off target. Similarly, the average time for processing new claims forms is also off target at 60 days (59 in quarter 4) of a targeted 25 days. A
dedicated programme of work is being undertaken within the service to identify improvements to our processes which, in time, will see this figure be
brought back on target.

The percentage of current housing rent arrears sits at 13.94% at the end of quarter 4 and is a slight increase from the same period last year at 12.67%. In
year Council Tax collected year to date is 92.3%, showing a slightly lower rate of collection compared to the same time last year of 94.3%.



Corporate Resources — performance measures

Revenues and Benefits
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Grant applications deemed as ineligible are in general those that have exceeded the maximum amount of 3 applications in a year or

customers who do not meet the set criteria for the award.




Legal and Governance

Key priorities for the service in 2025/26

e Review of the Council’s governance framework with revised Standing Orders and Associated Scheme(s)

e Development of the new Procurement Strategy, with a focus on social value, the introduction of a Council wide approach to Community
Benefits, and an increased focus on local procurement

e Aligned to the Transformation Blueprint, continued review of Contract Management

e Preparatory activity for the delivery of the Scottish Parliamentary Election in May 2026

e Ensuring compliance with statutory duties for responding to FOIs, SARs and EIRs, minimising data breaches and supporting teams to
ensure good information governance

Key achievements:

Legal Services

The commercial legal team continue to provide expert legal advice and support on a wide range of commercial matters to help the Council operate
effectively and lawfully in its business dealings. Various activities were undertaken by the team this quarter including:

Docu Sign pilot project

This year a new Docu Sign pilot project was implemented within Legal services with 80 legal documents electronically signed up to the end of quarter 4. The
project improves time efficiencies and effectiveness in signing a range of contractual documents and reduce the risk of fraud and contractual disputes
around the validity of contracts. Facilitating the use of electronic signatures is an enabler of digital transformation and aligns with the Blueprint objective to
develop an organisational workforce that is flexible ensuring that all staff have the necessary skills to work effectively supported by digital technologies that
are fit for a 21st century workforce.

Buy Backs
Housing and Legal Services work together to acquire former local authority housing stock that can used for social housing for rent and is part of the Council’s
strategy to reduce the number of people on the housing waiting list. This quarter the team completed the purchase of 11 properties across Midlothian.

Other Property Transactions this quarter included:
e the sale of the former primary school at Pathhead for £155,000 and the Orchard Centre, Lothian St, Bonnyrigg for £238,000
e Anew 10 year lease was concluded with the tenant for a café at 9 Eskdaill Court, Dalkeith.
e the sale of small area of garden ground adjacent to 5 Lady Brae, Gorebridge



e Early Years Capital Funding grant of £459,968 repaid by Pinocchio’s Childrens’ Nurseries Limited

e Discharge of related standard security granted by Midlothian Council on the transfer of the nursery site at Eskbank to the new owner of the
business.

e Advice was provided on bicycle storage unit at Straiton retail park and discussion held with landlord’s agents, which was eventually taken forward by
our Estates team through a licence to occupy.

Planning Agreements

A Section 75 Agreement was concluded with Esk Homes Ltd in relation to the Orchard Centre site, securing contributions of £16,928. In relation to the
housing development at Dalhousie, the council received a £5 million upfront payment in exchange for discharging future Section 75 obligations, in line with
the decisions made at full Council. In addition, a formal variation to the Section 75 agreement was completed at Newton Farm (Cala) to allow for a revised
housing mix on site.

Roads
25 instructions for Temporary Road Traffic Restriction Orders were processed and granted this quarter, assisting with the Council’s management duties as

the local roads authority.

Prevention and detection of crime
55 requests were processed for information from the police and external agencies for the prevention and detection of crime and 10 requests were processed
for personal information held in the Council’s CCTV systems in accordance with the Data Protection Act 2018.

Property queries
The team researched and provided advice on 5 title checks and ownership searches.

Scheme of Assistance Grants (SOA)

Under the Scheme of Assistance, Legal services continued to support Environmental Health in delivering funding for essential housing adaptations for
residents with assessed needs. This work ensures that individuals can remain safely and independently in their homes by enabling modifications such as
accessibility improvements and specialist equipment. This quarter 6 Notices of Payment of Grant were formally recorded in the property registers.

Legal court team
The legal court team continue to protect the Council’s interests and deliver suitable outcomes for children and vulnerable adults through attendance at court

this quarter. Various activities were undertaken by our Court team this quarter including:



Training on legal processes, case law and legislation and court expectations for Children and Families

The team developed and delivered a full day training course for Social Work on court expectations: “From Case Note to Court Room”. This involved the
drafting of individual advice notes on recording, a good chronology, and the requirements for analysis and evidence in legal cases. The team also prepared a
summary of recent case law, and an overview of the legislation. The afternoon session focused on specific court skills and ended in each social worker taking
part in a mock cross-examination. In addition, a session was provided about legal basics during a Children and Families conference.

Legal advice and feedback
Over the quarter the team provided advice on case law and expectations for Council Tax appeals, provided advice in relation to the Education Appeals
Committee on an exclusion appeal and provided ongoing feedback and legal advice relation to updates to the Education Admission in Schools Policy.

2026 Education Appeals
Work continued this year and into quarter 4 with Education and Democratic Services to prepare for the 2026 placing request appeals.

Ordinary Residence and training

Ongoing considerations have taken place this quarter of the Scottish Government guidance in relation to charging and recovery of costs for adults who move
to other authorities and who require funding for care, including residential accommodation and care packages. Considering recent determinations by the
Scottish Government, and the approach taken by other local authorities, the team have started the process to provide updated Ordinary Residence training
for colleagues.

Ongoing court actions and responding to general queries across the quarter include:

e Responded to 82 individual legal queries

e Raised 15 applications for guardianship and/or Intervention Orders under the Adults with Incapacity (Scotland) Act 2000

e Raised 21 actions for recovery of possession under the Housing (Scotland) Act 2001

e Provided advice to Children and Families in 3 actions for Child Protection Orders under the Children’s Hearing (Scotland) Act 2011

e Concluded a case for variation and revocation of 2 permanence orders

e Provided ongoing advice in relation to a case raised in the Additional Support Needs Tribunal

e Attended and/or provided advice for 26 Adults with Incapacity/Adult Support and Protection Case Conferences

e Provided advice to Adult Services in relation to two separate actions raised in the Court of Protection in England

e Continued to progress re-recruitment to the Curator Panel for Edinburgh Sheriff Court. This will provide independent reporters to ensure the views of
Midlothian children are properly considered in court actions concerning their future.



Procurement

Work continued this year on a refresh of the Procurement
Service operating model. Through adopting and embedding a
business partnering approach, Procurement will provide greater
support to services, guidance on best value and procurement
processes and anticipated to enable the Council to ensure that
procurement is compliant and achieves savings.

A revised Procurement Strategy is in development and will be
presented to Council for approval in 2026. The strategy will
continue to focus on supporting the local economy and
encouraging participation from small and medium sized
enterprises, delivering wider social outcomes and community
benefits and ensure that procurement practices deliver best
value for the council and its communities.

In order to increase the Council’s use of approved regulated
procurements, work is ongoing with the team to promote the
use of approved frameworks where possible with stakeholders,
before other options are weighed. This has led to the redesign
of some procurement templates including Request for
Procurement Approval (RFP) form and Procurement Strategy across the Council.

Key procurement activity across this year includes:

Various contracts were awarded this year, as reported throughout the quarterly reporting period including, the treatment of residual waste, through a
competitive process, delivering not only financial efficiencies but supported sustainable procurement by appointing a contractor with more local operations,
where the environmental impact associated with transportation is reduced.

Various suppliers were awarded contracts for our Fleet Replacement Programme (2025-2030). This was delivered through multiple nationally recognised
procurement frameworks, including Crown Commercial Services (CCS), Scotland Excel (SXL), Halton, and The Procurement Partnership Ltd (TPPL), enabling
access to competitive pricing and high-quality suppliers. In terms of Framework utilisation, the project has increased Council participation in the strategic use
of procurement frameworks, supporting compliance and value for money.



This year good progress was made on the review and update of the Adult Social Care contracts register which continues to progress in identifying what
services require a contract. In addition, this year our Data Processing Agreement (DPA) was issued to all Priority 1 and 2 Adult and Social Care providers. This
ensures the protection of personal data identity for individuals receiving commissioned social care services. The achievement strengthens compliance with
data protection regulations and council standards. It also highlights our commitment to safeguarding sensitive information and building trust with providers
and service users.

Various projects were procured this year using a quick quote process including the Dalkeith Town Centre Regeneration Business Case, Waverley District Heat
Network Community Engagement, A6094 Polton Road West/Rosewell Junction Feasibility Study, Online Map Hosting and PDF Map Creation for the
Midlothian Local Development Plan 2.

Local procurement

This year four new trade procurements were undertaken following Cabinet approval to ring-fence the procurements to Midlothian based suppliers. These
are in Building, Plastering & Tiling, Joinery & Roofing and Painting & Decorating. This followed two online meet the buyer events held to promote the
procurement. This led to the successful award to 13 suppliers, of which, 7 were new to working with Midlothian Council. These 7 suppliers have 78
employees, contributing to the Council’s strategic priority to local procurement, community wealth building and investing in Midlothian’s local economy.



Legal and Governance — performance measures
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Continuous Improvement

The Continuous Improvement team supports the required step-change to ensure
that as an organisation we learn from feedback and complaints received and
improve service delivery as a result of driving forward a culture of continuous
improvement.

Key priorities for the service in 2025/26:

Working with services to focus on performance measures and supporting
approaches which deliver improved outcomes, including:
e The introduction of a revised Planning and Performance Management
Framework (PPMF) and a newly developed Best Value Framework (BVF).
e Revising the Midlothian Excellence Framework (MEF), our corporate self-
evaluation tool, to reflect changes to the Public Service Improvement
Framework (PSIF). e
e External data submission, monitoring and reporting of Local Government
Benchmarking (LGBF), including maintenance of the LGBF dashboard on
Pentana for elected members.
e Key contact for corporate level external scrutiny activities such as the Best Value Thematic exercises undertaken by our external auditor.
e Facilitating a review and update of all policies and procedures in place to deliver the Council’s strategic outcomes and ensure alignment with
overarching strategies.
e Review and refresh of the Equalities work programme including increased awareness of equality and diversity and the redesign of the staff
equalities group to facilitate greater diversity and inclusion in the Council’s decision making processes, policy development and a more diverse
workforce reflective of the communities the Council services.




Key achievements:

Key achievements across this quarter for our Continuous Improvement team include:

Equalities:
e Finalised and submitted statutory Gaelic Language Plan to Gaelic Board for official approval.
e Ongoing efforts to improve employee equality monitoring data, including changes to data collection process.
e Continued IlA support on various proposals from services across the Council.
e Supported 2 students as part of a work placement, to complete a project relating to LGBTQ+, for their Foundation Apprenticeship.

Other achievements across the year include the publication of statutory Equality Outcomes 2025-29 (June 2025) and ongoing mainstreaming of equality
throughout the organisation via policy and IIA support, improved data collection and awareness-raising on various equality-related issues.

Performance:
e Pentana performance management system updated to reflect the annual Local Government Benchmarking Framework (LGBF) 2024/25 data updates.
e Local Government Benchmarking Framework 2024-25 update report, referencing the 2024/25 LGBF Overview report, drafted for CMT.

Other achievements throughout the year include quarterly performance reporting and scheduling checklist developed and shared with lead performance
officers and Pentana performance management system training delivered to service performance officers. Incorporated Best Value Framework checklist as
part of the Annual Governance Statement exercise. Established monthly complaints report for CMT and gained CMT approval of a refreshed approach for the
corporate self-evaluation model.

Contact Us:
e Drafted annual Complaint Handling Report 2024/25 for CMT review.
e Ongoing support to services including Chief Officers in relation to investigations.
e Guidance and support to senior management in applying the Unacceptable Actions Policy (UAP)
e Coordination of cross-service complaint investigation responses.

Other achievements across the year included the development of a corporate template for use when extenuating circumstances require implementation

of appropriate actions from a range of customer restrictions, using the Unacceptable Actions Policy (UAP). Reviewing existing corporate complaint response
templates to incorporate appropriate reference to Child Friendly Complaints and inform the subsequent integration with complaint management

system. Ongoing development of Customer Complaint and Feedback Management portal page on the new intranet and the Establishment of a tracking
process to manage SPSO correspondence.



Challenges and risks

Midlothian Council continues to face a challenging environment, with financial, demographic, and economic pressures shaping how services are delivered
and funded.

Financial constraints: rising service delivery costs and uncertainty over future funding from the Scottish Government are placing significant strain on the
council’s budget. Cost and income projections for future years are embedded in the Council’s Medium Term Financial Strategy, which is supported by the
Transformation Blueprint containing a range of transformation themes to drive towards a position of financial sustainability. Officers continue to work
closely with the Business Transformation Steering Group to respond to the challenges. Our Finance team continued to develop and enhance our financial
monitoring arrangements to support financial sustainable planning. The 2026/27 budget has now been set, alongside updated Medium Term Financial
Strategy projections through to 2028/29 and formal approval was gained for the 2026/27 Treasury Management and Investment Strategy.

Economic pressures: the ongoing cost of living crisis is affecting residents and businesses, increasing the need for council funded support. Inflationary
pressures on goods, services, and energy are also significantly increasing the cost of delivering council services. The impact of the cost of living crisis on
households continues to be noted across the UK with 72% of adults reporting an increase in their cost of living in April 2024 (Office for National Statistics;
Francis-Devine et al, 2022). The UK has faced an unprecedented wave of increasing prices, bills and tax challenges. The 41 year high inflation rate of 11.1% in
October 2022 has been the main driver of the cost of living crisis which has outstripped wage and benefit increases. After this peak in inflation, rates have
continued to decline, dropping to 2.0% in May 2024. Over the three years between May 2021 to May 2024 food prices rose by 30.6%. Although inflationary
rates have steadied, the price rises continue to impact low-income households hardest as a larger proportion of their costs are on energy and food.

As our citizens feel the impact of the cost of living crisis, they will seek additional support from public services, in particular local authorities. To respond to
this emerging crisis, the Council established a Cost of Living Task Force in 2022, which is chaired by the Council Leader and meets regularly to coordinate
mitigating activities.

Growing service demands: Midlothian’s sustained population growth and ageing demographic continues to drive an increase in demand for education,
social care, housing and transport infrastructure. The 2022 Census results highlight that Midlothian remains the fastest growing local authority in Scotland
with an increase of 16.1%. The 2011 census data lists Midlothian as having a population of 83,187 which has risen to 96,600 in the 2022 census data. The
level of growth is 2.3% higher than our previous calculation and is now 13.4% higher than the Scottish average of 2.7%. In terms of households, Midlothian
saw the highest percentage increase at 17.2% since the 2011 census. Population density in Midlothian is 273.1 residents per square kilometre compared to
the Scottish average of 69.8.

This growth creates the opportunity to meet the housing need with 25% of new homes being built in the affordable housing bracket, in addition to the
expansion in Council house building. This construction will directly support employment and will see a steady increase in the value of Council Tax income
received over time.



Our Capital Strategy sets out the infrastructure required to meet those demographic pressures and includes the financial contributions Midlothian will make
to the Edinburgh and South East Scotland City Region Deal. Encompassing five main themes the City Region Deal will bring significant investment across the
regions with total investment of circa £1.3 billion across:

° Data Driven Innovation: £751 million

° Integrated Regional Employability and Skills: £25 million
° Transport: £156 million

° Culture: £45 million

° Housing: £313 million

Through the Data Driven Innovation strand the Deal will leverage existing world-class research institutes and commercialisation facilities in order that Easter
Bush becomes a global location of Agritech excellence. The Easter Bush project includes significant investment in transport infrastructure along the A701/2
transport corridor. In addition, by improving on-site infrastructure at Easter Bush and transport infrastructure, The University of Edinburgh expects
commercial partners will be able to co-locate at scale to commercialise Agritech breakthroughs. The UK Government has announced the University of
Edinburgh as the preferred location for the exascale supercomputer, which will be able to perform one billion, billion calculations each second. Once
operational, it will provide high-performance computing capability for key research and industry projects across the UK. Exascale will help researchers model
all aspects of the world, test scientific theories and improve products and services in areas such as artificial intelligence, drug discovery, climate change,
astrophysics and advanced engineering. Exascale will be housed in a new £31 million wing of EPCC’s Advanced Computing Facility in Easter Bush, which has
been purpose-built as part of the Edinburgh and South East Scotland City Region Deal. Installation of the first phase began in 2025.

The Capital Investment Strategy sits centrally within the Council’s future planning activities and in doing so has to reflect the demands of Council services to
ensure positive outcomes are achieved in the right place, at the right time, for the maximum benefit to Midlothian. The extensive capital programme aims to
deliver new schools, investment in council housing, improved community infrastructure, investment in the local transport network and innovative
developments such as the new low carbon heat network in Shawfair. In response to all these pressures, a range of reprioritisation activity continues, with an
Estates & Asset Management Strategy approved by Council in October 2025 which will enable investment and disposal of assets under Best Value for the
Council.

Risk

The Council’s Strategic Risk Profile is reviewed on a retrospective basis and presented to Audit Committee on a quarterly basis. This process provides regular
oversight of the most significant threats to the Council’s objectives and operations. At present, the highest priority risks identified relate to financial
sustainability, climate change and the successful delivery of the Council’s transformations programme. Our Place directorate plays a pivotal role in
mitigatiese risks and spans a range of strategic functions, including long-term spatial and infrastructure planning, implementation of the Medium Term
Financial Strategy, and leadership in delivering the Council’s transformation programme.



A full review of quarterly performance data is available via Pentana (Browser login link - https://midlothian.pentanarpm.uk/login) here
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available

... Code & Title Gauge Value Target Last Update History
© @ CR.CC.4 % of contact centre calls abandoned (quarterly) e 12% 5% Q4 2025/26 h 4
@ CORPDIGITAL.12 % completion rate of cyber security training (cumulative) e 50.9% 80% Q4 2025/26 A\
@ CORP.LEG.02 % of Freedom of Information requests complete within Statutory time.... ||| 95% 100% Q4 2025/26 A A
@ CORPS.MP1.04 % of invoices paid within 30 days of invoice receipt (Corporate Soluti... (||| Gz 94.5% 95.0% Q4 2025/26 o
© @ cseLPLOS Average processing time for new claims (internally calculated) (quarterly) _ 59 days 25days Q4 2025/26 __/\
® @ RHM.r.01.1 % of in-year Council Tax collected ytd (cumulative) ] 92.3% 95.2% Q4 2025/26 Nl
© @ RHM.r.02.1 % of current Housing Rent arrears (total) e 13.94% 7.5% Q4 2025/26 et
@ CORPS.SPS0.05.1 Percentage of complaints at stage 1 complete within 5 working ... ||| | | GG 86.84% 95% Q4 2025/26 ~\_
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