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

Corporate Solutions Q2 22/23 performance report                                       Trend Data 
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Our customers have choice in the way Council services are accessed and provided 

Channel-shift has increased by the adoption of new digital tools and automated practices 

Delivery of customer service excellence to our communities

Our Customers

Holistic

Modern

Hub and Spoke

One size fits one

Key highlights

Work continues on implementing the Customer Services Platform (CSP) for Midlothian Council and redesigning key services that will improve the end to end customer 
journey. The modules in progress (missed bins, assisted collections, additional recycling containers, bulky uplifts, registrar’s certificates, customer feedback and Subject 
Access Requests) are being designed, configured, built and tested with services. The Registrars module is in the final testing stages with recent delays due to external 
supplier live payment issues. The core build for the customer feedback module is complete with final build refinements planned during Q3. Engagement continues with 
service areas and a number of modules are anticipated to launch in the coming months.

Registrars have remained steady with the rush of catch-up weddings settling. There have been changes to the remote registration process which is now allowing births to 

be registered remotely.

Library Services remain busy with the majority of activities and events which had been suspended due to COVID having resumed. We had a very successful and busy 

Summer Reading Challenge with our starting and completing numbers reaching pre-COVID figures. We also had a wide range of events making up our summer 

programme. We worked in partnership with the University of Edinburgh’s Engineering Department which tied in perfectly with the ‘Gadgeteers’ theme and there was 

much fun had at rocket launches, bridge building and pop-up engineering sessions all across the county.

August saw the launch of the NHS ‘Near Me’ video appointment service in Gorebridge Library. This pilot project provides a safe, secure private space for appointments 
and supplies the technology and support for people to access them. Midlothian is one of 10 library services across the country providing this service.

Areas of improvement

There continues to be a steady volumes of calls via our Contact Centre, although calls have reduced compared to this time last year.  There remains a significant number 

of applications for Scottish Welfare Fund. Resources continue to be prioritised to processing Scottish Welfare Fund as soon as these are received. Inevitably this has 

meant that processing times for change in circumstances for benefit applications etc are currently experiencing some delay as set out in the data below. In the quarter 

£215,051 was awarded from the Scottish Welfare Fund. 1,873 applications were received for Crisis grants of which 988 met the criteria and resulted in payments of 

£109,583. Community Care grant applications totalled circa 316 of which 103 payments were made totalling £105,468. In addition there were 105 applications for Self 

Isolation Support grants of which 39 qualified with payments totalling £8,775.
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Number of service requests 

Received Resolved

We pledge to optimise the ways in which the Council does digital, data and technology to work effectively, collaborate, make decisions, adapt and 

innovate

We pledge to create better relationships between the Council and its communities by providing modern digital services that communities wants 

to use 

We pledge to maximize opportunities for digital, data and technology to enhance quality of life, the economy, sustainability and individual 

opportunity in Midlothian 

Digital by default

Key highlights

 Continued progression of the new Digital Services Strategy ensuring the Council has the capacity and skills to take forward the associated investment and 
delivery of plans. 

 Hybrid Working/Office refresh: Workspaces in Midlothian and Fairfield House have been upgraded with new monitors and docking stations to support hybrid 
working. Over 1000 corporate laptops have been migrated to Global Protect and over 500 mobile phones have been migrated to new platforms to allow better 
integration with O365 plans. Over 400 legacy desktops have been upgraded and this work continues.  

 Target Operating Model: A new structure was agreed to strengthen the core staffing of Digital Services by Council and CMT. A service review has commenced 
to implement the new staffing structure.  Chief Digital Officer has been appointed to start in Q3 2022/23.

 Education strategy: New Web Filtering software has been successfully piloted in schools. A new Wi-Fi network for Chromebooks and iPads has been 
introduced. A 3rd party Wi-Fi audit for schools has taken place and the actions are being implemented to improve coverage and capacity. 

 Digital enabled projects: a number of business applications have been upgraded and these continue to improve customer and staff experience, including SQL 
migrations and SSRS implementation and a major upgrade of the virtualised and storage server environment.  

 Cyber Security resilience: The cyber risk is high. A new Cyber Analyst joined the Council in July. The Corporate Management team were provided with a cyber 
report to setting out actions to strengthen core digital services team and purchase of additional cyber mitigation tools. New software has been deployed to 
alert staff responding to phishing emails. New vulnerability scanning software has also been deployed.

 Cyber Security Compliance: PSN penetration testing was conducted in April and following mitigation a report was sent to the Cabinet Office for independent 
review. The Council achieved PSN certification this quarter.

Areas of Improvement
The gap between requests received and resolved in the graphs below is principally as a consequence of the lead time for new devices, reflecting global demand and the 
supply chain. Where necessary interim solutions are provided and the requests closed when a permanent resolution is secured. 

Work will progress on the Digital Services priorities to continue to drive the Council’s vision to improve outcomes using digital and data through the Digital First board, 
ensure the Council is well positioned to take advantage of emerging national initiatives and exploit technology in order to reduce costs and improve services. 

Modern

Holistic 

Hub and Spoke

One size fits one
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Our Workforce

Key highlights 

 Trade Union negotiations have taken place in relation to a revised Whistleblowing Policy and an Overpayments Policy. It is anticipated these 
will be made available soon once final agreement is reached. 

 Continuation of a rolling programme of Wellness@Midlothian initiatives to ensure we continue to support the wellbeing of our staff including 
a recent event at Stobhill.  

 Revised industrial relations guidance was created and utilised for the strikes which took place in waste services. As any negotiations have now 
concluded at national level, Employment and Reward colleagues will now progress to implementing the agreement.

 The Council agreed to 10 days of miscarriage leave to be incorporated into our suite of family leave policies and as an organisation we have 
we signed up to the Miscarriage Association’s pledge. In addition, IVF treatment leave has also been added to our suite of family leave 
offerings.

 We will continue to track our gender pay gaps and employee turnover rates. Turnover varies through the year .Consideration of the levels of 
turnover across services, locations and particular groups of employees helps to inform workforce planning and resourcing. Aside from 
2020/21 where staff turnover was 5.9% the turnover rate has been consistent the last 3 years between 9-10.5%. Turnover rate over the last 
few quarters has been static between 2.3 and 2.4%. Rate for Q2 3.6%. 

Areas of improvement

Sickness absence days remain similar to that of last year council wide with no significant improvements.   For Corporate Solutions, of the FTE days lost 

due to sickness, 67% was due to long term sickness, 13% self-certified, 20% short term absence. While there is no identifiable trend either in short 

term or long term absences work continues with each service area to review attendance levels and support those staff who are absent to be able to 

return to work. 

Our people deliver high performing services

We build an entrepreneurial council for future

We demonstrate strong and consistent leadership 

We Promote Equality, diversity and fairness 

Holistic

Sustainable

Hub and Spoke

Preventative



95% 95% 95%

94.3%

94.9%

Q2
21/22

Q3
21/22

Q4
21/22

Q1
22/23

Q2
22/23

% of invoices sampled and 
paid within 30 days -
Corporate Solutions

Target (95%)

7%
11%

14%

5%
9%

Q2
21/22

Q3
21/22

Q4
21/22

Q1
22/23

Q2
22/23

All recovery overpayments -
as a % of all HB overpayment 

debt 

Target (20%)

131% 110% 108%
146% 127%

Q2
21/22

Q3
21/22

Q4
21/22

Q1
22/23

Q2
22/23

In year recovery of 
overpayments - % of all 

Housing benefit 
overpayments indentified

Target (80%)

Finance 

Key highlights 

 Completion of the audited 2021/22 Financial Statements well in advance of the revised statutory deadline with an unqualified audit opinion. 

 Presentation to Council in August of a full suite of financial monitoring reports for quarter 1 of 2022/23 to promote sound financial governance. 

 The finance team continue to provide in-depth financial input to key revenue and capital projects embedded in the Medium Term Financial Strategy

Areas for improvement: 

The current year’s budget, 2022/23, approved on 15 February 2022, was reliant on £12 million of one off funding measures. As reported at Council in October 2022, on 

the assumption that funding flexibilities will offset any unfunded costs associated with current pay offers and that there no further unfunded costs, the figure is now 

projected to be £10.600 million. That is the extent to which the recurring expenditure in the current year’s budget is financed by non-recurring funding sources. 

As a consequence of the inflationary increase in costs and the cash flat grant settlements, the projected budget gap for 2023/24 now stands at £11.084 million rising to a 
projected £23.154 million by 2027/28, albeit later years are based on the existing service responsibilities with no adjustment for the consequences of the National Care 
Service (Scotland) Bill. These budget gaps represent the extent to which recurring service expenditure is projected to exceed recurring income for future years.

The Scottish Government’s Resource Spending Review (RSR), published on 31 May 2022, presented very challenging financial planning parameters for Local Government. 

It indicated cash flat grant settlements through to 2025/26 with a £100m increase for 2026/27. Commentators on the RSR have recognised the impact on Local 

Government, with both SPICe and the Fraser of Allander Institute stating that the proposals essentially represent a 7% real terms decrease in funding between 22/23 and 

26/27. This is in contrast to the 4.7% real terms increase that the Scottish Government will see overall (2% if social security transfers are excluded), and the real terms 

increases that Health, Social Justice and Housing services will see. The real term decrease planned for Local Government comes on top of significant real term reductions 

since 2013/14, which has driven ongoing reform, rationalisation, innovation and transformation work across Local Government. 

Sustainable

Holistic

Modern

The revised grant settlement for 2022/23 means a further real terms reduction in core funding. The reliance on one off funding sources to 

balance the 2022/23 budget combined with the challenging outlook for local government funding adversely impacts on the Council ‘s 

financial sustainability and will result in the need to cut services in 2023/24 and beyond. 

The Council has robust and effective financial management arrangements 

Preventative
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Procurement 

Key highlights

 Work continues on the development of the SME/Procurement strategy. The team have reviewed and streamlined the non-competitive action 
process, the request for procurement and developed a non-regulated procurement process and new contract database. The team are working to 
implement a review of the procurement arrangement across the Council including continuing to explore options for joint working with 
neighbouring councils, populating and maintenance of the new contract database. 

 The team continues to utilise framework agreements with Scotland Excel and Procurement for Housing (amongst others) which not only provides 
an easier route to market but also delivers value for money. 

 A range of high value/complex contracts continue to be awarded and key activities include overhaul of Contract Database and City Deal 
participation. A follow up review of upcoming expiring contracts within Health and Social Care began in Q2 and is in early stages. The review will 
look for opportunities to extend services, and consolidate opportunities for efficiency.  

 Progress being made for consultation on a new procurement structure, designed to increase the capacity and capability in this area. 

Areas of improvement 
Work will continue to progress on the Procurement priorities: Review and reshape the procurement service, implement learning from the Scotland excel 
review and in partnership with Economic Development and stakeholders continue to ensure business community benefits in the supply chain to maximise 
opportunities for local people.

Holistic

Sustainable

Hub and Spoke

Best Value is evidenced Council Wide in the procurement of goods and services 

Effective contract and supplier management across the whole of the procurement journey  

One size fits one


