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Council Executive 
 

 
West Lothian Civic Centre 

Howden South Road 
LIVINGSTON 

EH54 6FF 
 

6 June 2018 
 
A meeting of the Council Executive of West Lothian Council will be held within the 
Council Chambers, West Lothian Civic Centre on Tuesday 12 June 2018 at 
10:00am. 
 
 
 

For Chief Executive 
 

BUSINESS 
 
 
Public Session 
 
 
1. Apologies for Absence 
 
2. Declarations of Interest - Members should declare any financial and non-

financial interests they have in the items of business for consideration at 
the meeting, identifying the relevant agenda item and the nature of their 
interest. 

 
3. Order of Business, including notice of urgent business and declarations 

of interest in any urgent business 
 
4. Deputation Request by Mr Sandy Forsyth with regard to Agenda Item 7 - 

Petition on Installation of a Footpath over the Causeway at Howden Park 
Centre. 

 
5. Confirm Draft Minute of Meeting of Council Executive held on Tuesday 

29 May 2018 (herewith). 
 
6. Correspondence 
 
Public Items for Decision 
 
7. Petition - Installation of a Footpath over the Causeway at Howden Park 

Centre (The full petition can be viewed by contacting Committee 
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Services) (herewith). 
 
8. 2018 Smart City Summit & EXPO (SCSE) -  Report and Presentation by 

Head of Planning, Economic Development and Regeneration. 
 
9. Customer Service Strategy 2018/23 - Report by Head of Housing, 

Customer and Building Services (herewith). 
 
10. Technical Consultancy to Upgrade IDOX Software Systems Used Within 

Planning Services - Report by Head of Corporate Services (herewith). 
 
11. Procurement Arrangements - Supply and Support of Private Branch 

Exchange System and Associated Services - Report by Head of 
Corporate Services (herewith). 

 
12. ICT Strategy 2018/23 - Report by Head of Corporate Services (herewith). 
 
13. Improvement Strategy 2018/23 - Report by Head of Corporate Services 

(herewith). 
 
14. People Strategy 2018/19 to 2022/23 - Report by Head of Corporate 

Services (herewith) 
 
15. Digital Transformation Strategy 2018/23 - Report by Depute Chief 

Executive (herewith). 
 
16. West Lothian Jobs Task Force - Report by Head of Planning, Economic 

Development and Regeneration - (herewith). 
 
17. Enterprising Bathgate: Bathgate Bid Company - Report by Head of 

Planning, Economic Development and Regeneration (herewith). 
 
18. Town Centre Improvement: Street Lighting at Court Square, Linlithgow - 

Report by Head of Planning, Economic Development and Regeneration 
(herewith). 

 
19. Health and Safety Service Plan 2018/2019 - Report by Head of Planning, 

Economic Development and Regeneration (herewith) 
 
20. Food Service Plan 2018/2019 - Report by Head of Planning, Economic 

Development and Regeneration (herewith). 
 
21. Fixed Penalty Vehicle Idling Enforcement Policy - Report by Head of 

Planning, Economic Development and Regeneration (herewith). 
 
22. Consultation on Proposed Pet Shop (Licensing) (Scotland) Bill - Report 

by Head of Planning, Economic Development and Regeneration 
(herewith). 

 
23. Review of Elected Member Involvement In Financial Planning - Report by 

Head of Finance and Property Services (herewith). 
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24. Internal Audit and Counter Fraud Strategy / Risk Management Strategy 
2018/19 to 2022/23 - Report by Head of Finance and Property Services 
(herewith). 

 
25. Consultation: Social Security Best Start Grant - Report by Head of 

Finance and Property Services (herewith). 
 
26. Better Off: Anti-Poverty Strategy 2018/19 to 2022/23 - Report by Head of 

Finance and Property Services (herewith). 
 
27. HUB South East Ltd - Amendment to Territory Partnering Agreement and 

Update On Other Arrangements - Report by Head of Finance and 
Property Services (herewith). 

 
28. Scottish Parliament Petitions Committee - Political Balance - Report by 

Chief Executive (herewith). 
 
29. Notice of Motion by Councillor Chris Horne - Recycling and Wider Refuse 

Collection (herewith). 
 

------------------------------------------------ 
 
NOTE For further information please contact Eileen Rollo on 01506 281621 

or email eileen.rollo@westlothian.gov.uk 
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been shortlisted in the Small Affordable Housing Development of 
the Year (Social Rent) category for the development of 15 units for 
West Lothian Council by McTaggart Construction; and 

 2. Approves the attendance of the Executive Councillor for Services 
for the Community at the Scottish Homes Awards and Dinner. 

 Decision 

 To approve attendance by the Executive Councillor for Services for the 
Community. 

 

6. ACCESSIBILITY SCHEMES 2017-18 - 2018-19 (TRANCHE 4) 

 The Council Executive considered a report (copies of which had been 
circulated) by the Head of Operational Services seeking approval to 
proceed with the implementation of the accessibility schemes identified in 
Appendix 1 attached to the report. 

 The report recalled that the council had previously delivered three 
tranches of accessibility schemes between 2016-17 and 2017-18. The 
proposed tranche 4 had allowed the assessment of the remaining listed 
requests received from communities up to 30 April 2018. 

 Officers had worked closely with the Disability West Lothian Access 
Group (WLDAG) in the assessment of the requests and at its meeting on 
2 May 2018 the Group agreed a further programme of work as listed in 
Appendix 1 attached to the report; these were at an estimated value of 
£22,300. 

 It was recommended that the Council Executive agrees with the 
recommendation of officers and the Disability West Lothian Access Group 
(DWLAG) and the programme of schemes listed in Appendix 1. 

 Decision 

 To approve the terms of the report 
 

7. B7066 AND POLKEMMET ROAD, WHITBURN - REDETERMINATION 
OF FOOTWAY TO CYCLEWAY - REPORT BY HEAD OF 
OPERATIONAL SERVICES (HEREWITH) 

 The Council Executive considered a report (copies of which had been 
circulated) by the Head of Operational Services seeking approval to 
determine the footway between the B7066 and Polkemmet Road in 
Whitburn to a shared use footway/cycleway. 

 The report recalled that on 26 April 2016 Council Executive approved the 
Active Travel Plan for West Lothian 2016-2021: Making Active 
Connections. Included in this plan was a Community Links Project to 
extend the existing A89 shared use corridor to include the A706, A7066 
and B7066. Part of the B7066 proposal included a scheme to connect this 

      - 7 -      













      - 13 -      



      - 14 -      



      - 15 -      



 

      - 16 -      



      - 17 -      



 

      - 18 -      



      - 19 -      



 

      - 20 -      







 

 
 

3 

D2 Benefits to West Lothian 

This is the first exhibition of this scale in which we have participated.  To promote 
West Lothian we produced a short video and brochure.  In addition, Glenmorangie 
who have a distribution hub in Taipei provided us with promotional whisky. 

As the only Scottish local authority and business exhibiting we received a lot of 
interest and leads from the exhibitors and visitors. These leads are being 
proactively followed up by the Economic Development team.  

The opportunity to see new innovative approaches in key sectors was very 
informative and where appropriate information has been brought back and 
distributed to Heads of Service e.g. information on the smart healthcare exhibition. 

Next Steps 

West Lothian was competing with many other areas looking for the same inward 
investment e.g. Catalonia, Gold Coast, Hungary, Greece and France. 

The West Lothian marketing material currently used is acceptable. However, having 
had the opportunity to look at what other areas produced, it is time that West 
Lothian refreshed its marketing materials and place marketing offer. 

West Lothian is competing in a global marketplace and we need to invest in the 
West Lothian brand. 

Investment is required to update the place marketing offer which will show West 
Lothian as a modern place to do business. Working alongside our partners in 
actively participating in future networking events and exhibitions. This can be 
achieved through using existing resources in the Economic Growth Plan and in 
conjunction with the Jobs Task Force. 

 
E. CONCLUSION 

 
The participation in the SCSE in Taipei was extremely informative and beneficial. It 
enabled us to look at new and innovative practices, new technologies within the 
public and private sectors. A number of leads are currently being pursued through 
the Economic Development team. 
 
It also highlighted the requirement to refresh the place marketing offer and increase 
brand awareness to attract further investment to West Lothian.  

 
F. BACKGROUND REFERENCES 

None. 
 
Appendices/Attachments:  Presentation. 

Contact Person: Alice Mitchell, Economic Development and Regeneration Manager, 

alice.mitchell@westlothian.gov.uk; 01506 283079 

 

Craig McCorriston, Head of Planning, Economic Development and Regeneration, 

craig.mccorriston@westlothian.gov.uk 

Date of meeting: 12 June 2018 
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Welcome to the Customer Service Strategy  
 

The  s t r a tegy  se t s  ou t  t he  key  ou t co mes ,  ac t i v i t i e s  and  behav i ou rs  t ha t  t he  counc i l  
w i l l  pu r sue  i n  suppo r t  o f  ou r  co rpo ra te  p r i o r i t i e s  and  a  cu l t u re  o f  con t i nuous  
imp rove m en t   
 
Understanding the experience of key demographic groups will allow us to provide services where and when 
they are needed along with supporting the corporate approach to reducing inequalities. Faced by 
challenging times in respect to public service budgets it is critical we understand our customer and their 
needs, to enable us to be efficient and maximise every public pound spent on making a difference to the 
lives of people visiting, working and living in West Lothian.   

The Customer Service Excellence 2018 assessment highly commended the corporate commitment to 
putting the customer at the heart of service delivery and how leaders in our organisation actively support 
this and advocate for customers as well as utilising customer insight to inform policy and strategy.  

Along with guiding our customer service to be the best it can for all our customers the strategy links and 
complements our Digital Transformation strategy that likewise will allow and continue to inform our work in 
delivering the best customer service.  

The journey to achieving what is set out in the strategy will involve the experience and expertise of all our 
council staff and partners.  

This strategy has been developed in consultation with the Customer Services Champions, a cross service 
council officer group.  The strategy is an integral part of a suite of strategies that includes the People 
Strategy, ICT Strategy, Improvement Strategy, and Digital Transformation Strategy.  This will ensure 
customer service has a prominent presence at the centre of all service development demonstrating its 
strategic importance.  

This Customer Service Strategy will ensure that service provision is designed and delivered to meet local 
needs and that services improvements are customer led and outcome focussed.  

 

 
 

 

 

 

 

 

 

 

Lawrence Fitzpatrick 

Council Leader 

 

 
 

Graham Hope 

Chief Executive  
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Strategy outcomes   

Th i s  s t r a tegy  i s  des i gned  t o  ensu re  tha t  wh i l e  mee t i ng  t he  needs  o f  ou r  cus tomers  
t he  cus tomer  se r v i c e  r ece i ved  i s  exemp la r y .       
 
The Customer Service Strategy has four outcomes and these are: 
 

�‹  Services are designed to meet the needs and preferences of customers. 
�‹  All staff work within a customer focused culture. 
�‹  A range of service delivery channels will be available with an emphasis on digital by design (digital 

first) 
�‹  We will manage our relationships with customers in a proactive way.  

The Institute for Customer Service (2017) suggests that organisations will need the ability to excel and 
move between offering fast, efficient transactional service and empathetic experiences based on 
personalised help and advice. 
 
For organisations, one of the key challenges in the coming years will be combining technology and people 
based experiences that delivers the optimum blend of efficiency and personalised care. The Customer 
Service strategy sets out how we will achieve this, investing in customer experience is key to customer 
trust, sustainable performance and long-term success. 
 
The activities outlined demonstrate a breadth of work to achieve this and will involve all our resources. The 
Customer Service Strategy will complement other strategies by ensuring through our customer contact and 
partnership we have an in depth insight into what our customers need across many domains. This will be 
shared across council services.  
 
Progress against the outcomes set out will be monitored by the Customer Service Champions Group and 
reported to the Corporate Management Team and Council Executive on an annual basis.  
 
Corporate strategies  
The council has nine strategies to support the delivery of the Corporate Plan.  Each has been developed to 
address specific factors that are critical to the sustained success of the council and to management and 
governance.  The strategies have been aligned and provide specific support towards; transformation, digital 
services and behavioural change in the council. 
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1 
�‹  Outcome: Services are designed to meet the needs and preferences of 

customers. 
 

 
Desc r i p t i on  

Involving people and communities will help the council identify local needs and priorities and target budgets 
more effectively. This will only be done through meaningful involvement and engagement of our customers. 
The active participation of people who have used services, can bring their knowledge and experience to 
contribute to the design, planning, delivery and evaluation of services. 
 
This strategy builds on a solid foundation and further develops the work that is already underway in the 
organisation to support the delivery of customer focussed services. At all times we must strive to meet 
customer expectations and deliver an excellent quality of service.  
 
The 2018 Customer Service Excellence highlighted our excellence in the consultation of customers being 
integral to continually improving our services and how we advise customers of the results and action taken. 
We know through experience involving our customers can ensure we understand their needs and allow us 
work to meet these in an effective and efficient manner.  

Ac t i v i t i e s  

The main activities of the council during the period of the strategy will be:  
 

�‹  Citizen Led Inspections will be supported and enable well informed service developments 
and inform change.  
 
Citizen's Led Inspections (CLI) is a programme of inspection of council services using lay inspectors 
from our community. This award winning initiative is a council designed programme that encourages 
our community to get involved in improving and re-designing council services.  CLI gives citizens a 
stronger voice in the decision-making process and allows the council to work more closely with our 
community to build stronger, more responsive services for people living in West Lothian. It allows 
the council to gain a better understanding of what local people need and therefore helps to design 
better services to meet those needs. It is the only council-wide programme of its type in Scotland. 
 

�‹  Tenant Led Inspections (TLI’s) will take place supporting our work with tenants.  
 
TLI’s have been used as an integral part of customer scrutiny within Housing Customer &Building 
Services for almost 20 years, and involve tenants in the review and redesign of services, and 
provides the opportunity for local people to take part and have an impact on the way services are 
delivered in the future.  An inspection team of around four to six individuals will choose a particular 
service area that they wish to closely examine and will identify strengths, weaknesses and then 
recommend areas for improvement.  All inspections are carried out using the guidelines set out in 
the TLI Toolkit, which contains all the information needed to carry out a successful Tenant Led 
Inspection. 

�‹  Partnership Centre Project Boards  

Project boards will be set up to support the governance of Partnership Centre projects. These 
boards will be chaired by an officer at Head of Service level and will comprise members from 
relevant council services and community representatives. 
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The boards consist of relevant officers to the project including from the service area affected, 
construction services and IT. Key is the inclusion of a member of a community group.  

�‹  Community Engagement  
 
West Lothian Council promotes the use of the National Standards for Community Engagement 
developed by the Scottish Community Development Centre and updated in 2016. This provides a 
platform to support evidence based practice. Community engagement will provide a valuable insight 
and evidence to support decision making, and a joined up approach will be coordinated through 
Community Planning.  
 
Key processes that support a level of engagement include the Citizens Panel, Local Area 
Regeneration plans and Learning Community plans. There are also a number of smaller 
engagement activities. Liaison with Community Planning partners allows us to share information, 
ensure we minimise overlap and enables co design of engagement/ consultation activity. 
 

�‹  Monitor and improve our communication processes with our customers  

Customer satisfaction will be monitored across all services. This will provide real time feedback and 
provides a clear indication of our service levels. This will include direct feedback on the quality of 
customer service and will provide the opportunity to provide feedback on timeliness, service 
delivery, communication, staff attitude, staff professionalism and equality. This will be measured and 
reported at senior levels to enable suitable governance and review.  

We will inform customers of local service information for example in our Customer Information 
Service offices and will provide mechanisms to allow customers to complain where our service has 
not met their needs and or expectations.  

 

 

Key per fo rmance  ind ica to rs   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 

 
 
 

 

 
% Customers 

accessing front 
facing services rating 

the service they 
receive as excellent 

or good. 

 
 

Total number of 
complaints received 
by the council per 

thousand population  
 

 

2022/23 

Target 15 

 

2022/23 

Target 98% 
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Number of Tenant led   
inspections per year 

 
 

 
 

Number of residents 
engaged in the 
development of 

projects & participate 
in decisions.  

 

 
2022/23            
Target 2               

per annum 

2022/23                  
Target 300 
per annum 
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2 Outcome:  All staff work within a customer focused culture.  
  

 
 
Desc r i p t i on  

To ensure that excellent customer service is provided by staff at all times it is important to ensure that they 
are totally customer focused. This requires that the customer is at the very centre of everything they do. 
Furthermore it is not enough for staff to provide good service, the desire to do so needs to pervade the 
culture of the organisation to the extent that it is second nature.   

The variety of the council’s customers and the breadth of the services provided preclude the establishment 
of a single model of customer care. The answer is to have in place a range of tools and processes that can 
be marshalled in response to the specific needs of the customer, the service required and the delivering of 
that service.  

It is accepted that services should be designed around one member of staff being responsible for taking the 
customer from the start of the service through to its outcome. This means that staff should each undertake 
a holistic assessment of a customer’s needs rather than passing people from one team to the next. This 
leads to a positive experience. 

 

Ac t i v i t i e s  

The main activities of the Council during the period of the strategy will be:  
 

�‹  Customer Service training is part of induction for all Council employees.   
 
Getting the induction process right is essential. Creating a good induction is step one to ensuring 
that you have knowledgeable, empowered employees if you want successful, happy, well-integrated 
team members. 

It follows that Customer service training would be beneficial to any induction process and to support 
the councils work in this area as a strategic priority.  

The Digital Transformational Strategy outlines the need for a digital skills audit and an audit of 
Customer Service training is carried out simultaneously. Key information will be achieved to work 
towards excellence in all areas of Customer Service.  

 
�‹  Improvement activity based on complaints. 

 
The council’s complaints handling process ensures that customers and employees have procedure 
to raise any issues or concerns.  

Complaints received whether paper based, face to face, telephone or by email will be recorded and 
monitored through our Customer Relationship Management system (CRM), with progress tracked 
and monitored throughout the process.  

A detailed and comprehensive analysis of complaints, including improvement action plans, will be 
reported and made available publicly via the web site. 
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�‹  Customer satisfaction is measured consistently. 
 

The council will use reliable and accurate methods to measure customer satisfaction on a regular 
basis addressing the full range of potential customer concerns across the range of services 
provided.  

�‹  Customer service performance measurement. 
 

Through engaging customer and employees through feedback ensures that both customer and 
employee feel more valued. The council wide performance management system will cover all areas 
of service delivery and robust self-assessment procedures and monitoring will enable the Council to 
address areas of low performance. 

 

Key per fo rmance  ind ica to rs   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 

 
 
 

 

  
 
 
 
 
 
 

 
 

Number of 
complaints upheld 
at stage 1 as % of 

all complaints 
closed 

2022/23 

Target 20% 

 
 

% Resolution of issues at 
the first point of contact in 

CSC 
 

 

 
 
 

% of partial 
compliance with 

WLC corporate CSE 
 

 
 

 

 
 

% of new staff completing 
customer service training 

 
 

2022/23               
Target 5% 

 

2022/23                   
Target 100% 

 

2022/23 

Target 75% 
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3 
Outcome: A range of service delivery channels will be available with an emphasis 
on digital by design (digital first ) 

  
 
 
Desc r i p t i on  

Digital technology is changing the way we communicate and there is an expectation by many of our 
customers that the council will offer a range of digital service delivery channels. 

The council is developing a series of web based portals that will allow customers to securely interact online 
with the council. This includes a parent portal, tenant portal and revenues portal. All will be accessed using 
the national myaccount authentication process. Customers will also access a dashboard which will show 
them all interactions they have with the council and the status of requests. 

Ac t i v i t i e s  

The main activities of the service during the period of the strategy will be:  
 

�‹   Development of a Partnership Centre Model 
 
Significant progress has been made developing this model with the delivery of new partnership 
centres recently in Linlithgow and East Calder, providing a one stop shop for many customers 
allowing them multiple transactions and interaction with their community. This is supported by a 
robust IT structure enabling systems locally to support this. The co-location of staff is allowing 
increased training and multi skilled officers to use systems required and meet the customer’s needs.  

These partnership centres include public access Wi Fi ensuring efficient digital public service is 
supported. Public Access Wi Fi is addressed in the Digital Transformation Strategy with a move to 
explore a corporate approach to this across many of our public buildings.  

The development of Armadale and Whitburn Partnership centres continue with expected dates of 
completion including 2018 and 2020.  

�‹  Multi Media installation in Customer Service Centre 

A multimedia platform is within the new telephone system for the customer service centre, which is 
planned for 2018/19.  This will streamline current processes for both email and voicemail traffic, 
enhancing our service to the customer. Social media platforms will be used to enhance customer 
ability to access information. 

�‹  Maximise the use of Online Payments. 

In February 2018 7.49% of customers used the online payment options other than direct debit, cash 
kiosks, Touchtone, online, standing order and bank.  While this performance is good there is room 
for improvement and improvement has been seen in the last financial year.  In the fiscal year 16/17 
there were 37,417 online payments totalling £4.38m increasing to 74,205 online payments totalling 
£10.47m 

Improvements in this area will include linking online payments to the Myaccount project work. 
Further work will also be undertaken to maximise customer online payments across all council 
services.  
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�‹  Develop mobile applications for customers  

The council will seek to develop mobile phone / tablet applications which will allow our customer to 
access a range of council services in addition to existing channels. 

 

Key per fo rmance  ind ica to rs   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 

  

  
               

 

 

 
Number of 
Customers 

accessing the 
website as a % of 

West Lothian 
population 

         

% of self service                     
payments received 

through income 
management system  

 
                               

                 2022/23  
              Target 40% 

 
% emails responded to 
in 24 hours from CSC 
 
 
 
 

 

 
Number of 

Partnership Centres 
in operation 

 
 
 
 

 

 
% voicemail enquiries 

responded to in 2 hours 
from CSC  

 
 
                                

2022/23  
Target 95% 

                       

2022/23  
Target 80% 

2022/23 
Target 8 

2022/23  
Target 60% 
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4 Outcome: We will manage our relationships with  customers in a proactive way.  
  

 
 
Desc r i p t i on  

The Customer Service Excellence Standard is a nationally recognised tool for improving the quality of 
customer service and is awarded to those organisations that can demonstrate the customer is at the centre 
of what they do. Our 2018 assessment while identifying areas of excellence it noted a few areas where 
further improvements could be made. These elements highlighted that the council should continue to 
strengthen consultation and engagement approaches, improve handling of customer enquiries and develop 
customer service standards for waiting times at reception areas in council buildings  

Ac t i v i t i e s  

The main activities of the council during the period of the strategy will be:  
 

�‹  Communication is in plain language, accessible formats and inclusive  

The West Lothian Way sets out clearly how we will communicate with our customers. Our written 
communication will be written in a style of writing that enables the reader to understand the 
message the first time they read it, using short, clear sentences and everyday words without 
unnecessary jargon. 

Clear guidelines are available on how we communicate with customers with additional needs and 
these methods will be developed ensuring our communication is inclusive and relevant to all.  

�‹  We will communicate with customers in the ways that best suit their needs  

The Council has two primary access channels for customer enquiries, the Customer Information 
Service (CIS) for face to face contact and the Customer Service Centre (CSC) for telephone and 
electronic contact. 

Our communications aim to be timely keeping customers informed of processes, attentive and 
provided when required. Waiting times at receptions in our Customer Information service and 
partnership buildings are a critical aspect of the customer experience and we will set and monitor 
standards for waiting times in these settings. These will be published to customers.  

The council will seek to provide real time updates for service delivery keeping customers up to date 
on progress.  

�‹  Provide a website to meet the needs of customers  

Recent development have supported a significant acceleration in the traffic on the website and the 
opportunity for the customer to do more and more on this digital platform with requests and 
payments central to this offer. The council is committed to increasing the range of access to 
information and services online.   

�‹  Maximise the use of social media 

The West Lothian Council Anti-Poverty strategy includes a key work stream to support digital 
inclusion. We know that people on low incomes are much less likely to use the internet. The 
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affordability of internet connections and devices is clearly an important factor influencing digital 
inclusion. The council will maintain public access PCs and public access wifi in key locations to 
allow customers free access to the internet. This will support these customers to engage with 
council services and information through social media and the website providing.  

�‹  Staff will provide information and advice in a concise and professional way.  

Providing information is a key transactional process. Our interface with customers includes face to 
face contact, contact by telephone to our contact centre, self-service published materials and digital 
access. We will ensure our information and advice is up to date, accurate and relevant. 

Key per fo rmance  ind ica to rs   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 

  

 
 

 

 

 
 

Percentage of customers 
who rated communication 
as good or excellent      E 

Report  
 

 
 

Percentage of customers  
who rated the timeliness of 

the service good or excellent

                           
2022/23                     

Target 98%  

 

 
 
 

Percentage of new 
social media 

followers on WLC 
sites 

 
 
 
 
 

 
 

Percentage of 
customers who rated 
the service delivered 
as good or excellent 

 
 
 
 
 
 

 

 Percentage of               
customers who rated          

the website good             
or excellent                 

                             
2022/23                      

Target 98% 

 

 
2022/23  

Target 20%  

2022/23                   
Target 98% 

2022/23                   
Target 98%  
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Developing the strategy and reporting 
progress 
  
 

The  s t r a tegy  was  deve loped  t o  suppo r t  t he  de l i ve r y  o f  t he  Counc i l ’ s  Co rpo ra te  
P lan  and  t o  t ake  accoun t  o f  a  r a nge  o f  f ac to r s  t ha t  a re  l i ke l y  t o  impac t  t h e  
de l i ve r y  o f  counc i l  se r v i ces  i n  t he  nex t  f i ve  ye a rs .   
 

C o n t e x t  

The next five years will be a period of significant challenge for the council with ongoing spending 

constraints expected to continue.  However, the council has clearly defined long term aims relating to the 

development of high quality services, designed to meet the needs of its customers.  These long term aims 

are captured in the Local Outcome Improvement Plan, Community Plan and in the council’s Corporate Plan 

and together these strategic plans determine the work of the council’s services. 

 

The development of the Corporate Plan 2018/23 has been directly influenced by the views of the people 

living and working in West Lothian, ensuring that all employees are focused on meeting the needs of a 

growing and vibrant community. The Corporate Plan sets the strategic priorities for the council up to 

2022/23 and this will be the continued focus for all council services during the period.   

 

This will help to ensure that we continue to tackle the most important issues for West Lothian. Also, that we 
invest in and prioritise the services which make the most significant contribution to the achievement of 
positive outcomes. 

 

I n f l uences  

Over the last 10 years there has been a continued focus on involving our customers in the design of 
services to ensure we meet their needs and align our resources appropriately. Over this period the council 
has made good progress towards the delivery of excellent customer services evidenced by the continued 
accreditation through Customer Service Excellence and the European Foundation of Quality Management. 
There has been significant improvement in the ability for customers to engage with the council in a range of 
ways including face to face, phone and online. 

A number of external plans have influenced the development of this strategy.  

Community Empowerment (Scotland) Act 2015 

Community Planning through Community Planning Partnerships (CPP) helps local public services to work 
together and with local communities to plan and deliver better services that make a real difference to 
people's lives. It is based on the idea that public bodies can get better results locally by working together 
and with our communities so that public services improve for the people who use them.The act highlights 
the following roles for the CPP.  

�ƒ CPPs need a clear understanding of local communities' needs, circumstances and opportunities, 
which they can use to identify local priorities. 
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�ƒ The CPP should involve community groups, third sector groups and organisations that represent 
private companies in its work. Their views should influence the design, delivery and review of 
services. They should also influence what and how the partners report progress on their work. 

�ƒ CPP need a clear understanding of local communities' needs, circumstances and opportunities, 
which they can use to identify local priorities. 

�ƒ Understanding will be built on the information, knowledge and evidence from partners, as well as 
the views of local people 

�ƒ CPP should help communities to take part using a wide range of methods. Examples of ways to 
exchange views include letters, emails, individual meetings, public meetings, online surveys, social 
media, etc. 

�ƒ The CPP should put in place sensible, effective ways for people and communities to tell them what 
they think about services. 

Scottish Government Digital Strategy 

In March 2017 the Scottish Government launched its Digital Strategy for Scotland, “Achieving Scotland’s 
full potential in a Digital World”.  

This set out the ambitions and actions required to deliver inclusive economic growth, a reformed public 
sector and creates a culture where collective action is taken. 

The outcomes detailed in the strategy are, Scotland has: 

�x High quality connectivity across the whole country 
�x A digitally skilled and inclusive workforce 
�x Internationally competitive, digitally mature businesses across all sectors of the economy 
�x Efficient user centric digital public services 
�x A digital society which enables everyone to share in the social, economic and democratic 

opportunities of digital 
�x Cyber resilience with a global reputation for being a secure place to work, learn and do business 
�x Non personal data that is shared in a trustworthy manner to contribute to innovation and efficiency 

The 2017 Government Digital Transformation Strategy reaffirmed the government’s commitment to making 
the most of new technologies by 2020. Alongside back-office business transformation, and skills and 
cultural development, the document highlights the government’s goal to “give public servants the right 
location-independent tools to do their jobs” and make “better use of data as an enabler for public services, 
particularly where those services cross organisational boundaries”. 

Digital Partnership 

The council, along with 29 other Scottish Local Authorities, has contributed to the setting up of the Local 
Government Digital Partnership. Designed to aid collaboration and partnership working across councils and 
other public sector organisations, the Digital Partnership has agreed a digital vision for councils stating that 
all councils will be digital businesses by 2020. Through this, we will 

�x Deliver better outcomes  for citizens 
�x Focus on delivering services to those who need it most 
�x Provide services that are both customer centred and efficient 
�x Provide services as good or better than those available in the commercial sector – customers will 

choose to use our services 
�x Create new ways of developing and delivering joint services with partner organisations in an ever 

changing world 
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�x Have a workforce equipped and skilled for the digital world we live in. 

The Digital Partnership is working on projects across three work streams of Digital Foundations; Digital 
Leadership; and Digital Services. 

Audit Scotland report 

Audit Scotland published its Principles for a digital future: Lessons learned from public sector ICT projects 
in May 2017. The document summarises the issues that they had identified in previous reports, bringing 
forward common themes. These are organised into a set of principles: 

�x Comprehensive planning setting out what you want to achieve and how you will do it 
�x Active governance providing appropriate control and oversight 
�x Putting users at the heart of the project 
�x Clear leadership that sets the tone and culture and provides accountability 
�x Individual projects set in a central framework of strategic oversight and assurance 

S t ra teg y  deve lopmen t  p rocess    

The strategy was developed by services from across the council through the Customer Services Working 
Group and other invited professional input. Utilising information and data from multiple sources to ensure 
that outcomes, activities and resources are aligned to the outcomes developed and detailed in the previous 
section.  
 
Supporting the delivery of the council’s transformation programme and Digital Transformation strategy the 
customer service strategy provides an insight to customer behaviour and needs while informing service 
delivery, design and performance.   
 

�‹  Citizens Panel data  
 

During November 2016 the Council and Community Planning partners conducted the fifth Citizens 
Panel survey. This covers a range of questions about living in West Lothian. There are 2800 panel 
members. Results show: 

�x 40% of respondents agreed that people in their community could influence decisions which 
affect their community. 

�x 43% of respondents agreed that people in their area feel involved in their community 
 

�‹  Customer Service Excellence Feedback Report 2018  
 
The Customer Service Excellence CSE standard is a nationally recognised tool for tool for 
improving the quality of customer service and is awarded to those organisations that can 
demonstrate the customer is at the centre of what they do.  

The CSE assessment has identified areas of strength across the council which recognise the 
ongoing activity to engage and include customers in helping to set organisational prioritises and 
inform local service redesign. It has also helped identify organisational improvements in relation to 
customer service excellence.  
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�‹  Improving Customer Service (Audit Scotland)  
 

This report focussed on the effectiveness of customer contact and interaction, and how this contributes 
to providing better services to customers. While written in 2005 much of it remains relevant and 
supports thinking and good practice in Customer Services.  
 

The process and timescales for the development, publication and review of the strategy is set out, including 
consultation with the appropriate stakeholders. 
 

Strategy governance  

Group Governance Scrutiny role Reporting Frequency  

Council Executive  a. Engagement on the strategy and 
outcomes  

b. Updates to the Council Executive on the 
progress of specific programmes of work 

 

�‹  Approval  
 

�‹  End of strategy review  

Partnership & 
Resources PDSP 

a. Engagement on the strategy and 
outcomes 

b. Updates to the PDSP on the progress of 
specific programmes of work  
 

�‹  Annual Progress Report  
 
 

Corporate 
Management Team 

Engagement on the strategy and 
strategy outcomes at the development 
stage 
Regular updates to the Corporate 
Management Team on the progress of 
specific programmes of work 

�‹  Annual Progress Report  
 

Board/ Steering 
Group 

a. Development of the strategy and strategy 
outcomes  

b. Regular Updates to Board on the 
progress of specific programmes of work 

 

�‹  Two Monthly 

Stakeholders a. Community/ Customers, Community 
Planning Partners  

�‹  Development Stage 

Customers    

  

S t ra tegy  mon i to r ing     

The strategy lead and the board (responsible for delivering and monitoring progress in the strategy) will 
ensure that appropriate arrangements are in place to track and monitor in-year progress.  
 
An annual review will be undertaken and reported to the council’s Corporate Management Team and to the 
relevant PDSP.   This will include an update on the agreed performance scorecard and action plan and will 
also be published on the performance pages of the council website.  Insert link.  
 
An end of strategy review will be undertaken in the final year of the strategy to report on the achievement in 
the outcomes and final position in the performance indicators (against the target) and the agreed actions.  
 



C u s t o m e r  S e r v i c e  S t r a t e g y  2 0 1 8 / 2 3  
 

16 

Support ing the del ivery of  Counci l  pr ior i t ies 
Th i s  s t r a tegy  w i l l  suppo r t  t he  de l i ve r y  o f  t he  Counc i l ’ s  Co rpo ra te  P lan   
 
Corporate strategies are designed to support the delivery of the Corporate Plan 2018/23 by improving the culture, agility, resilience and performance of the 
council.  Each strategy has clearly defined outcomes and measurable indicators of success and actions for the period.  Specifically, this strategy aligns to the 
enablers and deliverables that have been identified as key to the success of the Corporate Plan, this outlined in the following table.  
 

Alignment with Corporate Enablers  

Council enabler Deliverable Strategy key activity / process Indicator(s) 2017/18 
Performance

2022/23 
Target 

(E2.5) Corporate 
governance and risk 

Engaging the community in the 
decision making processes of the 
council, through a range of open and 
targeted forums. 
 

�‹  Tenants Led Inspections 
�‹  Customer Led Inspections  
�‹  Community Planning/ engagement  
�‹  Partnership Centre Development  
�‹  Improve communications through channel 

development  

CuCs007 % Customers 
accessing front facing 
services rating the 
service they receive as 
excellent or good 
 
PIS 108 Number of 
citizen led inspections 
 
 

99.3% 
 
 
 
 
 

2 

98% 
 
 
 
 
 
4 

(E3.1) Modernisation 
and improvement 

Providing our local communities with 
excellent services, looking for new 
and innovative ways to improve the 
way we plan, manage and deliver 
services. 
 

�‹  Multimedia installations – CSC                          
�‹  Maximise online/web services 
�‹  Develop Partnership centre 

CSC090a- % of e-mails 
responded to within 24 
hours. 
CSC091q - % of 
voicemails responded to 
within 2 hours 
 

73.6% 
 
 

89.9% 

80% 
 
 

95% 

(E3.2) Modernisation 
and improvement 

Ensuring that service provision is 
designed and delivered to meet local 
needs and that service 
improvements are customer-led and 
outcome focused. 
 

�‹  Tenants Led Inspections 
�‹  Customer Led Inspections  
�‹  Community Planning/ engagement 
�‹  Maximise the use of online payments   
 
 

 
  

CSC101 % enquiries 
resolved at first point 
contact 
 
REV125: % of self 
service payments 
received through 
income management 
system  

72% 
 
 
 

33% 
 
 
 
 

75% 
 
 
 

40% 



C u s t o m e r  S e r v i c e  S t r a t e g y  2 0 1 8 / 2 3  
 

17 

Alignment with Corporate Enablers  

Council enabler Deliverable Strategy key activity / process Indicator(s) 2017/18 
Performance

2022/23 
Target 

 
(E3.3) Modernisation 
and improvement 

 
Giving our communities a voice in 
the shaping of services, helping to 
build a stronger, more responsive 
organisation. 
 

 
�‹  Tenants Led Inspections 
�‹  Customer Led Inspections  
�‹  Community Participation 

 
  

 
CRRE075 Number of 
residents engaged in 
the development of 
projects and in 
decisions. 

 
200 

 
300 
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Appendix 1:  Strategy Scorecard 
The  counc i l  w i l l  r epo r t  on  t he  f o l l ow ing  key  measu res  o f  t he  s uccess  th roughou t  t he  l i f e t ime  o f  o u r  s t r a tegy ,  t a rge t i ng  
pe r f o rma nce  imp rovemen t  aga ins t  t he  base l i ne  yea r  ( 2017 /18 )  
 

OUTCOME 1 – SERVICES ARE DESIGNED TO MEET THE NEEDS AND PREFERENCES OF CUSTOMERS  

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

Percentage of Customers accessing fron facing services rating the service they 
receive as excellent or good 

99% 99% 99% 99% 99% 99% 

Total number of complaints received by the council per thousand population  17.99 17 16.5 16 15.5 15 

Number of residents engaged in the development of projects and participate in 
decisions 

200 220 240 260 280 300 

Number of Citizen Led inspections per year 2 2 3 3 3 4 

Number of Tenant Led Inspections per year 2 2 2 2 2 2 

 

OUTCOME 2 – ALL STAFF WORK WITHIN  A CUSTOMER FOCUSSED CULTURE 

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

Number of complaints upheld at stage 1 as a percentage of all complaints closed 22.8% 20% 20% 20% 20% 20% 

Percentage of partial compliance with WLC corporate CSE 7% 6.5% 6.0% 5.5% 5% 5% 

Percentage of Resolutions of issues at the first point of contact in CSC 72% 75% 75% 75% 75% 75% 

Percentage of new staff completing customer service training at Induction N/A  100% 100% 100% 100% 
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OUTCOME 3 – A RANGE OF SERVICE DELIVERY CHANNELS WILL BE AVAILABL E WITH AN EMPHASIS ON DIGITAL BY DESIGN (DIGITAL FIRST) 

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

Number of Customers accessing the website as a percentage of West Lothian 
population 

48% 50% 52% 55% 57% 60% 

Percentage of self service payments received through income management 
system 

33.2% 34% 35% 36% 38% 40% 

Number of Partnership Centres in operation 5 7 7 8 8 8 

Percentage of emails from CSC responded to within 24 hours 73.6% 75% 75% 80% 80% 80% 

Percentage of voicemail enquiries from CSC responded to within 2 hours 89.9% 90% 91% 92% 94% 95% 

 
 

OUTCOME 4 –WE WILL MANAGE OUR RELATIONSHI PS WITH CUSTOMERS IN A PROACTIVE WAY. 

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

Percentage of customers rating communication as good or excellent 96.9% 97% 98% 98% 98% 98% 

Percentage of customers  who rated the timeliness of the service good or excellent 98% 98% 98% 98% 98% 98% 

Percentage of customers who rated the service delivered as good or excellent  98% 98% 98% 98% 98% 98% 

Percentage of web users who rated their experience on the web as good or 
excellent 

55.9% 60% 65% 70% 80% 90% 

Percentage  of new social media followers on WLC sites 16.5% 17% 17.5% 18% 19% 20% 
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Appendix 2:  Strategy Act ion Plan 
 

The  counc i l  w i l l  unde r t ake  a  r ange  o f  ac t i ons  t o  suppo r t  de l i ve r y  o f  co rpo ra te  p r i o r i t i e s  and  ob jec t i ves ,  imp rove  se r v i ces  
and  de l i ve r  t r ans fo rma t i on .   
 

Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status Update 

Tenant Led 
Inspections (TLI’s) 
will take place 
supporting our work 
with tenants.  

 

Inspections led by Tenants 
will review and 
recommend current 
processes 

Services will be designed 
and meet the customer 
needs  

Performance & 
Change 
Manager  
(HCBS)  

April 2018 March 2023 Active   

Citizens Led 
inspections will be 
supported and 
enable well informed 
service 
developments and 
inform change 
 

Inspections led by Service 
Customers will review and 
recommend current 
processes 

Effective and efficient 
services will be designed 
and delivered  

Performance 
Improvement 
Team  

April 2018 March 2023 Active   

Community 
Engagement through 
multiple sources will 
provide a valuable 
insight and evidence 
to support decision 
making, and a joined 
up approach will be 
coordinated through 
Community Planning. 

 

Following the National 
Standards for Community 
Engagement people and 
communities will 
participate in planning and 
evaluation  

Customers report 
increased involvement in 
decision making  

Community 
Planning 
Partnership  

April 2018 March 2023 Planned   



C u s t o m e r  S e r v i c e  S t r a t e g y  2 0 1 8 / 2 3  
 

21 

Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status Update 

Project boards will 
govern development 
activities and public 
involvement is 
integral to the 
process 

 

Boards will monitor 
developments and ensure 
public involvement at the 
centre of the approach  

Community Partners are 
informed of developments 
with these projects  

Customer & 
Community 
Service 
Manager  

April 2018 September  
2020 

Active   

All channels will be 
explored and utilised 
to ensure timely 
communication takes 
place with our 
residents/ and or 
customers allowing 
for real time 
feedback and insight 

Multiple channels allow for 
timely communication and 
customer comments  

Customers are well 
informed and are 
empowered to engage with 
the council  

Digital 
Transformation 
Manager  

April 2018 March 2023 Planned  

Customer Service 
training is part of 
induction  

 

Customer Service Training 
will be included in 
Induction training for all 
staff 

A corporate standard of 
CS training will be 
achieved 

Customer & 
Community 
Service 
Manager 

April 2018 March 2020 Planned   

Improvement activity 
based on complaints. 
 
 
 

Complaints will be 
monitored, evaluated and 
inform developments.  

An improvement in 
complaints reporting, 
handling, analysis and use 
of results.  

Project & 
Systems 
Manager  

April 2018 March 2023 Active  
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Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status Update 

Corporate approach 
taken to measuring 
customer satisfaction 
 
 
 
A review is carried 
out of standards 
across service areas 
 
 
The delivery of the 
partnership centres 
will enable learning 
to support co-
location, skill 
development in 
customer services  
 
 
Multi Media 
development linked 
to new telephone 
system 
 
 
 
Further develop and 
make use of the on 
line payment 
systems   
 
 
New mobile 
application will allow 
increased customer 
autonomy with library 
provision  
 
A review of the West 
Lothian Way will set 
out revised 

Accurate data held on 
Customer satisfaction 
across all council areas 
 
 
 
Generic standards 
developed and 
implemented council wide  
 
 
The customer receives a 
holistic service meeting 
their need at the first point 
of contact 
 
 
 
 
 
Improved customer and 
staff experience around 
call and e communications 
handling  
 
 
 
An improvement will be 
seen in the use of online 
payment options  
 
 
 
Customers report an 
improved individual 
experience  
 
 
All customers have 
accessible and acceptable 
access to quality 
information  

All Service areas 
 
 
 
 
 
Customer & Community 
Services Manager 
 
 
 
Customer & Community 
Services Manager 
 
 
 
 
 
 
 
Customer & Community 
Services Manager 
 
 
 
 
 
Revenues Manager  
 
 
 
 
 
Customer & Community 
Services Manager 
 
 
 
 
 
 
CorporateCommunications 

April 2018 
 
 
 
 
 
April 2018 
 
 
 
 
April 2018 
 
 
 
 
 
 
 
 
April 2018 
 
 
 
 
 
 
April 2018 
 
 
 
 
 
April 2018 
 
 
 
 
April 2018 

March 2023 
 
 
 
 
 
March 2020 
 
 
 
 
September 
2020 
 
 
 
 
 
 
 
September 
2019 
 
 
 
 
 
March 2021 
 
 
 
 
 
March 2019 
 
 
 
 
March 2019 

Active  
 
 
 
 
 
Planned  
 
 
 
 
Planned 
 
 
 
 
 
 
 
 
Planned 
 
 
 
 
 
 
Planned 
 
 
 
 
 
Planned  
 
 
 
 
Planned     
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Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status Update 

An action plan will be 
developed 
addressing CSE 
partial compliance 
regards waiting times 
 
The website will 
continue to be 
improved to allow 
timely sharing of 
information and 
increased 
transactional activity  
 
�� 

Customers will know what 
to expect and be kept up 
to date in a timely manner 
 
 
 
More people use the 
website to find information 
and transact with the 
council 

Customer & Community 
Services Manager 
 
 
 
 
Corporate 
Communications Manager  

April 2018 
 
 
 
 
 
April 2018 

March 2019 
 
 
 
 
 
March 2023 

Planned 
 
 
 
 
 
Active   
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DATA LABEL: PUBLIC     
 
  

 
 
 
COUNCIL EXECUTIVE 
 
TECHNICAL CONSULTANCY TO UPGRADE IDOX SOFTWARE SYSTEMS USED 
WITHIN PLANNING SERVICES 
 
REPORT BY HEAD OF CORPORATE SERVICES 
 
 
A. PURPOSE OF REPORT 

 
The purpose of this report is to seek Council Executive agreement on the procurement 
of technical consultancy work to upgrading Idox software systems used within 
Planning Services to current supported versions until the expiry of the current software 
contract at the end of 2019/20. 
 

B. RECOMMENDATION 
 
It is recommended that Council Executive approves the direct award of technical 
consultancy work to upgrade Idox software systems used within Planning Services, for 
a period of up to 22 months (ending 31 March 2020) at a total award value of £29,500. 

 
C. SUMMARY OF IMPLICATIONS   
 

I Council Values Making best use of our resources; focusing on 
our customers' needs; being honest, open and 
accountable; working in partnership 

 
II Policy and Legal (including 

Strategic Environmental 
Assessment, Equality 
Issues, Health or Risk 
Assessment) 

There are no Strategic Environmental, Equality, 
Health or Risk Assessments issues associated 
with this report at present. 

 III Implications for Scheme of 
Delegations to Officers 

None 

 
IV Impact on performance and 

performance Indicators 
None 

 
V Relevance to Single 

Outcome Agreement 
We make the most efficient and effective use of 
our resources by minimising our impact on the 
built environment. 

 
VI Resources - (Financial, 

Staffing and Property) 
In addition to internal resources there is a cost 
for technical consultancy which will be met from 
the existing Development Planning & 
Environment Comms & Computing budgets 
(25570 429400). 

 
VII Consideration at PDSP  Proposed upgrades have not been reported to 
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PDSP. 
 

VIII Other consultations 
 
Planning Services, Corporate Services. 
 

 
D. 
 
D1 

TERMS OF REPORT 
 
Background 

 

  
The council has an existing contract for the provision of Idox Uniform software, for 
which an upgrade roadmap  details a variety of software systems used by Planning 
Services that will be out of support at various times. The contract will remain in place 
until 31 March 2020 however consultancy services which are required to upgrade 
systems are not included within the current contract provisions. The total value of the 
existing Idox contract is £169,252.72. Therefore, whilst this additional consultancy 
requirement of £29,500 is within delegated approval thresholds, the total aggregated 
value would exceed that delegation, and Council Executive approval is therefore 
required.  

The Public Access software version currently installed within planning services 
became unsupported in April 2018 while the Idox document management system 
version installed will be out of support after December 2018.  It is council policy to 
have only supported software on the Council network.  

The Idox Public Access software is used to provide statutory online registers for 
Planning Services which the public use to comment on planning applications and get 
up to date information on planning applications, building warrant applications, 
completion certificate submissions and enforcement action. 
 
The Idox Document Management System is used to make publically available plans 
online for planning applications. 

 
D2 Software upgrade process 

 
 
 

The software products are provided by Idox as a sole supplier and cannot, therefore, 
be opened up to a competitive award. The supplier is contracted to supply the required 
upgrades. However, the council must contract for technical consultancy to have these 

upgrades installed. 
 
 
 
 
 

D3 

 
As this is a direct award to Idox and the aggregate value exceeds the threshold for 
business case exemption, approval must be sought at Council Executive. 

 
Budgetary Considerations 
 
Software purchases in Planning Services are met from the Development 
Planning & Environment Comms & Computing (25570 429400) budget. 
 

 
E. CONCLUSION 

 
As it is council policy to have only supported software on the council network the 
report sets out a proposal to ensure the software is provided in line with procurement 
policy.  

 
F. BACKGROUND REFERENCES 

None 
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Appendices/Attachments:  None 

 

Contact Person: David Brown, Corporate Procurement Manager, 01506 283259, 

david.brown@westlothian.gov.uk  

 
Julie Whitelaw 
Head of Corporate Services 
 
12 June 2018 
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D4 
 
 
 
 
 
 
 
 
 
D5 

 
 
Budgetary Considerations 

 
An annual cyclical maintenance revenue budget of £15,000 is held within Finance 
and Property Services.  Any additional equipment will be funded by individual site 
services budgets. This has typically amounted to an additional £45,000 on average, 
bringing the total annual value of the business to around £60,000. 
 
The total contract value will depend upon user uptake but is anticipated to be 
around £300,000 over the full five year term. 
 
Sustainability Considerations 
 

In accordance with the Community Benefits in Procurement Procedure approved by 
the Council Executive on 4 June 2013, bidders will be required to detail any social, 
economic and environmental benefits which they will provide as part of their offer 
over the contract period. 
 
For this contract it is proposed to incorporate a generic, non-evaluated Community 
Benefits clause into the contract documentation. While this element does not form 
part of the Quality Scoring criteria, the council will expect the successful contractor 
to deliver such benefits as part of the contract, and will be monitored as such. 

  
 
 

E. CONCLUSION 

 
It is recommended that the Council Executive approves the application of the 
evaluation methodology detailed in Section D for the tendering of the contract for 
the supply and support of PBX equipment and associated services. 
 

 
 

F. BACKGROUND REFERENCES 

A copy of the specification for this contract is available on request from Corporate 
Procurement.   

 

Appendices/Attachments: None 

 

Contact Person: Anita Bainbridge, Senior Procurement Specialist 

Email: anita.bainbridge@westlothian.gov.uk 

Tel: 01506 281800 

 

Julie Whitelaw 

Head of Corporate Services 

Date: 12 June 2018 
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D. TERMS OF REPORT 
 

 

D.1 Background 
 
The ICT Strategy provides a framework for managing ICT across the council over the 
next five years. The Council is committed to maximising the use of technology to 
support the delivery of efficient services for our customers. The strategy focuses on 
ICT as an enabler for improving efficiency across the council, achieving compliance 
with legislation and regulatory factors to ensure we can continue to securely provide 
transformed services. 
 
The ICT Strategy supports the council’s Corporate Plan 2018/23 and its eight 
priorities supporting the delivery of council services dependent upon technology. The 
ICT Strategy also aims to ensure that there are efficient and effective policies, 
processes, technologies and solutions in place to defend the council’s systems and 
information from cyber-crime.    
 

D.2 Strategy Outcomes 
 
The ICT Strategy is designed to provide a framework for the council to make best 
use of its ICT Infrastructure and maximise efficiencies through the use of technology 
whilst securing the council’s network from cyber threats and supporting business 
transformation. There are three outcomes in the ICT Strategy as set out below: 
 

 1. The council will make best use of technology solutions 
 

Outcome 1 is focused on the ongoing sustainability of the ICT infrastructure and 
systems to support the use of technology solutions which improve efficiency and 
effectiveness. This will require investment in the corporate and education 
networks, continued provision of high performance network connectivity and 
infrastructure and system resilience designed to support the Council’s Business 
Continuity Plans.   

 
 2. The council recognises council systems have to be protected from cyber-attack  

 
Outcome 2 is focused on securing the council’s infrastructure, systems and data 
by deploying latest cyber protection software, continuing to achieve PSN 
compliance and the new Cyber Essentials Plus accreditation. Council services 
will also be expected to implement effective defences to the network, data and 
systems and be able to respond quickly to cyber attack. New systems will be 
implemented using the “security by design” model and cyber security skills and 
awareness within the Council will be maintained.  
 

 3. Supporting business systems and transformation 
 

Outcome 3 is focused on ensuring that technology and systems support the 
delivery of digital services which are designed to improve customer service and 
react to customer demands whilst delivering financial and system efficiencies. 
This will include a focus on innovative technologies to reduce costs, such as the 
use of business intelligence to improve decision making and artificial intelligence 
to manage automated workflows.  

  

D.4 Performance Scorecard 
 
Key measures of the success for this outcome have been identified and these will be 
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used to track, monitor and report on performance throughout the lifetime of this 
strategy. 
 
An annual review will be undertaken and reported to the council’s Corporate 
Management Team and to the Partnership & Resources PDSP.   This will include an 
update on the agreed performance scorecard and action plan and will also be 
published on the performance pages of the council website.   
 
An end of strategy review will be undertaken in the final year of the strategy to report 
on the achievement in the outcomes and final position in the performance indicators 
(against the target) and the agreed actions.  
 

D.5 Action Plan 
 
There are sixteen actions that have been identified to support the delivery of the ICT 
Strategy outcomes.  Progress in the actions will be included in the monitoring 
arrangements for the strategy.  
 

D.6 Development of ICT Strategy 2018/23 
 
All remaining tasks associated with the ICT Strategy, from the development to 
approval by Council Executive, will be complete by 30 June 2018.  
 

Activity  Timescale 

Draft ICT Strategy – report to CMT for approval 10 May 2018 

Draft ICT Strategy – report to Partnership and Resources PDSP for 
consultation 

1 June 2018 

ICT Strategy – report to Council Executive for approval 12 June 2018 

ICT Strategy -  published on WLC website 13 June 2018 

 
 

E. CONCLUSION 
 
The ICT Strategy provides a framework for managing ICT across the council over the 
next five years. The Council is committed to maximising the use of technology to 
support the delivery of efficient services for our customers. The strategy focuses on 
ICT as an enabler for improving efficiency across the council, achieving compliance 
with legislation and regulatory factors to ensure we can continue to securely provide 
transformed services. 
 
 
 
 
 
 
 
  

F. BACKGROUND REFERENCES 
 
ICT Strategy 2015/17 
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Appendices/Attachments: 1 
Appendix 1:  ICT Strategy 2018/23 
 
Contact Person: Ian Forrest   
E mail: Ian.Forrest@westlothian.gov.uk Phone 01506 281081 

 
Julie Whitelaw 
Head of Corporate Services 
12 June 2018 
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Welcome to the ICT Strategy 
 

The  ICT  s t r a tegy  se t s  ou t  t he  key  ou t comes ,  ac t i v i t i e s  and  behav iou rs  t ha t  t he  
counc i l  w i l l  pu r sue  i n  suppo r t  o f  ou r  co rpo ra te  p r i o r i t i e s  and  a  cu l t u re  o f  
con t i nuous  imp rove men t   
 
The West Lothian Council ICT Strategy provides a framework for managing ICT across the council over the 
next five years. The Council is committed to maximising the use of technology to support the delivery of 
efficient services for our customers. The strategy focuses on ICT as an enabler for improving efficiency 
across the council, achieving compliance with legislation and regulatory factors to ensure we can continue 
to securely provide transformed services. 
 
The ICT Strategy supports the council’s Corporate Plan 2018/23 and its eight priorities supporting the 
delivery of council services dependent upon technology. The ICT Strategy also aims to ensure that there 
are efficient and effective policies, processes, technologies and solutions in place to defend the council’s 
systems and information from cyber-crime.    
 
The strategy is underpinned by a Technical Framework that sets out the infrastructure, systems and 
security required to support the delivery of council services. 
 
The strategy will support the delivery of digital transformation and improved customer service and has been 
developed in conjunction with the Digital Transformation Strategy and Customer Service Strategy.  The 
strategy provides significant support for digital transformation with an improving infrastructure, the adoption 
of new technologies and a new approach to delivering systems and support to the council service areas.  
 
While it is recognised that the pace of change in technology continues to accelerate, the Strategy aims to 
ensure the council can make best use of its ICT infrastructure into the future. 
 
The ICT Strategy is one of a suite of corporate strategies aimed at transforming the way the council 
delivers its services in an efficient and effective manner in support of the Corporate Plan 2018/23 and the 
council’s priorities. 
 
 

Lawrence Fitzpatrick
Leader of the Council 

Graham Hope
Chief Executive
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Strategy outcomes   

 

The  ICT  S t ra tegy  i s  des igned  t o  p rov i de  a  f r amework  f o r  t he  counc i l  t o  make  bes t  
use  o f  i t s  ICT  I n f r as t r uc tu re  and  max i m i se  e f f i c i enc i es  t h rough  t he  use  o f  
t echno logy  wh i l s t  secu r i ng  t he  counc i l ’ s  ne two rk  f r om  cybe r  t h rea t s  and  
suppo r t i ng  bus iness  t r ans fo rma t i on .   
 
The ICT Strategy has three outcomes: 
 

�‹  Outcome 1: Ongoing sustainability of the ICT infrastructure and systems to support the use of 
technology solutions which  improve efficiency and effectiveness  

�‹  Outcome 2: Securing the council’s infrastructure, systems and data  
�‹  Outcome 3: Supporting business systems and transformation  

 
Maintaining the ICT infrastructure at an optimum level across a high speed network which is capable of 
supporting all the council’s systems is a priority aim which this strategy addresses. The strategy recognises 
that in today’s cyber world, new threats to systems and data arise daily. The approach to securing the 
council’s infrastructure, systems and data, which  includes the development of Service Continuity 
Management designed to support the Council’s business continuity planning, will not only mitigate against 
cyber-attack but allow the Council to recover in the event of a cyber breach.     
 
The strategy also sets out the Council’s approach to supporting the council to “close the digital gap” as 
referred to in the Digital Transformation Strategy. Making more extensive use of existing tools providing the 
capability for council services to employ emerging business and artificial intelligence software creating 
information from data.  
 
The strategy also recognises that Council staff have an expectation that they will be able to work remotely 
or from multiple locations with no impact on performance of the technology.  
 
The replacement and upgrade of major council systems and software tools will ensure that operational 
needs are addressed while simultaneously providing the data to supply business intelligence software 
processing.    
 
Progress on the outcomes will be monitored by the ICT Programme Board and reported to the Corporate 
Management Team and the Council Executive on an annual basis.   
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Co rpo ra te  s t r a teg ies   
The council has nine strategies to support the delivery of the Corporate Plan.  Each has been developed to 
address specific factors that are critical to the sustained success of the council and to management and 
governance.  The strategies have been aligned and provide specific support towards; transformation, digital 
services and behavioural change in the council. 
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1 
Outcome: Ongoing susta inabi l i ty  of  the ICT inf rast ructure and 
systems to suppor t  the use of  technology solut ions which  
improve ef f ic iency and ef fect iveness  

 
 
Descr ip t ion  

The council will make best use of the technology solutions available that can support the delivery of the 
council services over the next five years.  

Key to the delivery of efficient and effective systems is continued investment in technology, which will 
support ongoing sustainability of the ICT infrastructure and systems and making best use of the technology 
solutions available now and in the future. 

Software tools will continue to evolve over the period of the strategy and the Council will keep pace with 
software enhancements and innovative solutions that complement the existing software tools.  

Ac t i v i t i es  

The main activities of the Council during the period of the strategy will be:  
 

�‹  Investment in the corporate and education networks, central servers and storage equipment, mobile 
computing and desktop device refresh will be phased in accordance with the approved capital 
programme.  
 

�‹  The Council will continue to provide high performance network connectivity supporting mobile 
working, enabling system interfaces, electronic communication, access to the internet and the 
support of digital services. 

 
�‹  Service Continuity Management will provide infrastructure and system resilience designed to 

support the Council’s Business Continuity Plans.  
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Key per fo rmance  ind ica to rs   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 
 

 
 

 

 

  

 

 

Maintain optimum 
server processing 

capacity 

2022/23 target performance: 

75% 

 

 

Percentage availability 
of the data network 
across the council 

2022/23 target performance: 

99.9% 

 

 

Percentage annual 
Service Continuity Test 

that support WLC1 
Business Continuity 

plans 

2022/23 target performance: 

100% 
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2 Outcome: Secur ing the counci l ’s  in f rast ructure,  systems and 
data 

 
Descr ip t ion  

The Council recognises that the increased reliance and dependency on ICT systems to support the re-
design of council services, enable the delivery of efficiency savings and meet the needs of our customers 
means that these systems have to be protected from cyber-attack. 
 
 In accordance with the National Cyber Security Strategy 2016-2021 the Council will take the necessary 
“DEFEND” measures for the protection of information systems (hardware, software and associated 
infrastructure), the data on them and the services they provide, from unauthorised access, harm or misuse.    
 

Ac t i v i t i es  

The main activities of the Council during the period of the strategy will be:  
 

�‹  The Council will deploy the latest antivirus, malware, email filtering and encryption software to 
protect the council’s systems and data across the corporate and Education networks. The 
achievement of the Public Services Network (PSN) Code of Compliance will continue to be an 
annual objective. 
  

�‹  The Council will annually achieve Cyber Essentials Plus accreditation.  
 

�‹  Council services will implement effective defences to the network, data and systems and have in 
place cyber incident reporting measures and be able to respond effectively to cyber-attack, 
maintaining functions and recovering quickly through appropriate service and business continuity 
arrangements. 

 
�‹  Implement “Security by Design” by carrying out cyber risk assessments when selecting new 

systems, on-line services or implementing digital processes. 
 

�‹  Ensure that cyber security skills and awareness within the Council are maintained to mitigate the 
cyber security threats including the monitoring and reporting of incidents. 
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Key per fo rmance  ind ica to rs   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 

 
 
 
 
 
 
  

 

 
Percentage Cyber Risk 

Assessments 

2022/23 target performance: 

100% 

 

 

Percentage of cyber 
protection software 

deployed on Microsoft 
Windows devices 

2022/23 target performance: 

100% 

 

 

Annual PSN 
Compliance 
Certification 

2022/23 target performance: 

100% 

 

 

Annual Cyber Essential 
Plus accreditation 

2022/23 target performance: 

100% 

 

 

Staff with email 
accounts who have 

completed the council’s 
mandatory online 
training courses 

2022/23 target performance: 

100% 
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3 Outcome: Support ing business systems and t ransformat ion 

 

Descr ip t ion  

The Council will ensure that the technology and systems which will support the delivery of digital services 
are designed to improve customer service and react to customer demands whilst delivering financial and 
system efficiencies.  
 
The increasing move towards cloud technology and Software as a Service by software providers is likely to 
influence the decision on new systems to be purchased during the lifetime of the Strategy. 
 
The Council will focus on innovative technologies to reduce costs, such as the use of business intelligence 
to improve decision making and artificial intelligence to manage automated workflows. Business 
Intelligence (BI) and Artificial Intelligence (AI) require access to information across disparate systems to 
use this data to continuously improve its processes to be more efficient and effective. New systems 
capitalising on these extensive data sets, known as Big Data, and designed to reflect the structure of the 
data have entered the software market and the Council will maximise the potential to further develop the 
use of Business Intelligence.       

 

Ac t i v i t i es  

The main activities of the service during the period of the strategy will be:  
 

�‹  Replace the key Council systems as they approach end of life with systems that provide the 
functionality required and that exploit digital technologies to support the Council’s Digital 
Transformation strategy.  
 

�‹  Develop a systems portfolio which supports the rationalisation of systems in use across the Council 
and supports improved system integration.  
 

�‹  The interface between systems is essential to support the Digital Transformation Strategy and this 
will be provided by ensuring that Application Programme Interfaces (APIs) are open and accessible.  

 
�‹  The additional storage and processing power which will be available as a result of technological 

advances will be capable of processing and analysing data from disparate sources or systems 
unlocking the potential data to provide information. The Council will support the technology and 
tools available to use Big Data to deliver efficient and effective business processes through 
business and artificial intelligence.  
 

�‹  The Council will use existing tools such as Microsoft Excel, SAP Business Intelligence Suite and 
specialised open source software to provide business intelligence capabilities. System interfaces, 
web services and electronic forms will continue to be developed to support the delivery of digital 
transformation.  

 
�‹  The Council will further develop the workflow element of the Electronic Content Management 

System to automate processes and deliver process efficiency, supporting reduction of storage in the 
SAN. 



I C T  S t r a t e g y  2 0 1 8 / 2 3  
 

9 

 
�‹  ICT projects will be delivered according to the most appropriate project management methodology. 

 

Key per fo rmance  ind ica to rs   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 

  

 

 

Percentage of analogue 
to digital conversions 

for Technology Enabled 
Care connections within 

social care 

2022/23 target performance: 

100% 

 

 

Percentage of system 
interfaces implemented 

to support Digital 
Transformation 

2022/23 target performance: 

50% 

 

 

Percentage of projects 
contributing to Digital 

Transformation  

2022/23 target performance: 

100% 

 

 

Percentage of open 
Application Programme 
Interfaces (APIs) in use 

2022/23 target performance: 

50% 

 

 

Percentage of 
customers who rated 

the overall performance 
in project management 

as good or excellent 

2022/23 target performance: 

100% 

 

 

Percentage reduction in 
SAN usage  

 

2022/23 target performance: 

50% 
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Developing the strategy and reporting 
progress 
  
 

The  s t r a tegy  was  deve loped  t o  suppo r t  t he  de l i ve r y  o f  t he  Counc i l ’ s  Co rpo ra te  
P lan  and  t o  t ake  accoun t  o f  a  r a nge  o f  f ac to r s  t ha t  a re  l i ke l y  t o  impac t  t h e  
de l i ve r y  o f  counc i l  se r v i ces  i n  t he  nex t  f i ve  ye a rs .   
 

C o n t e x t  

The next five years will be a period of significant challenge for the council with ongoing spending 

constraints expected to continue.  However, the council has clearly defined long term aims relating to the 

development of high quality services, designed to meet the needs of its customers.  These long term aims 

are captured in the Local Outcome Improvement Plan, Community Plan and in the council’s Corporate Plan 

and together these strategic plans determine the work of the council’s services. 

 

The development of the Corporate Plan 2018/23 has been directly influenced by the views of the people 

living and working in West Lothian, ensuring that all employees are focused on meeting the needs of a 

growing and vibrant community. The Corporate Plan sets the strategic priorities for the council up to 

2022/23 and this will be the continued focus for all council services during the period.   

 

This will help to ensure that we continue to tackle the most important issues for West Lothian. Also, that we 

invest in and prioritise the services which make the most significant contribution to the achievement of 

positive outcomes. 

 

In f luences  

The government’s National Cyber Security Strategy 2016-2021 has had a direct influence on an ICT 

Strategy outcome. The NCSS has three components DEFEND, DETER and DEVELOP. The council’s 

priority is DEFEND and respond effectively. 

 

Other influences, the Scottish Government’s A Digital Strategy for Scotland and Audit Scotland’s Principles 

for a Digital Future are more indirect as their influence is greater on the Digital Transformation strategy.   

 

S t ra tegy  deve lopment  p rocess    

This Strategy builds on the themes from the 2015/17 ICT Strategy and was developed by taking account of 
the views expressed by the community, partners and stakeholders.   
 
The priorities and associated activities are key to ensuring that the council’s overall aim of continuing to 
deliver excellent public services is achieved. 
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The process and timescales for the development, publication and review of the strategy is set out, including 
consultation with the appropriate stakeholders. 
 

Strategy governance  

Group Governance Scrutiny role Reporting Frequency  

Council Executive  a. Engagement on the strategy and outcomes  
b. Updates to the Council Executive on the 

progress of specific programmes of work 
 

�‹  Approval  
�‹  End of strategy review  

Partnership and 
Resources PDSP 

a. Engagement on the strategy and strategy 
outcomes at the development stage 

b. Update to the PDSP on the progress of 
specific programmes of work 

 

�‹  Annual progress report 
 

Corporate 
Management Team 

a. Engagement on the strategy and strategy 
outcomes at the development stage 

b. Regular updates to the Corporate 
Management Team on the progress of 
specific programmes of work 
 

�‹  Annual progress report 
 

ICT Programme 
Board 
 
 
 

a. Development of the strategy and strategy 
outcomes  

b. Regular updates to the ICT Programme Board 
 

�‹  Bi-monthly 

Stakeholders a. Engagement on the strategy and strategy 
outcomes at the development stage 

 

�‹  Consultation 

Customers (Internal) a. Engagement on the strategy and strategy 
outcomes at the development stage 

 

�‹  Consultation 

  

S t ra tegy  mon i to r ing     

The strategy lead and the ICT Programme Board (responsible for delivering and monitoring progress in the 
strategy) will ensure that appropriate arrangements are in place to track and monitor in-year progress.  
 
An annual review will be undertaken and reported to the council’s Corporate Management Team and to the 
Partnership and Resources PDSP.   This will include an update on the agreed performance scorecard and 
action plan and will also be published on the performance pages of the council website.  
 
An end of strategy review will be undertaken in the final year of the strategy to report on the achievement in 
the outcomes and final position in the performance indicators (against the target) and the agreed actions.  
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Support ing the del ivery of  Counci l  pr ior i t ies 
Th i s  s t r a tegy  w i l l  suppo r t  t he  de l i ve r y  o f  t he  Counc i l ’ s  Co rpo ra te  P lan   
 
Corporate strategies are designed to support the delivery of the Corporate Plan 2018/23 by improving the culture, agility, resilience and performance of the 
council.  Each strategy has clearly defined outcomes and measurable indicators of success and actions for the period.  Specifically, this strategy aligns to the 
enablers and deliverables that have been identified as key to the success of the Corporate Plan, this outlined in the following table.  
 

Alignment with Corporate Enablers  

Council enabler Deliverable Strategy key activity / process Indicator(s) 2017/18 
Performance 

2022/23 
Target 

Modernisation 
and Improvement 

(E3.8)Investing in IT resources that 
will support digitisation and 
modernisation of council services 
and will assist services to deliver 
efficiencies. 
 

�‹  Supporting technology change for 
channel shift and digital services. 
 
 

Percentage of system 
interfaces implemented to 
support Digital Transformation  
 
Percentage of projects 
contributing to Digital 
Transformation  
 
Percentage of open 
Application Programme 
Interfaces (APIs) in use 
 
Percentage of analogue to 
digital conversions for 
Technology Enabled Care 
connections within social care 
 
Percentage reduction in SAN 
usage 
 

New 
 
 
 
New 
 
 
 
New 
 
 
 
New 
 
 
 
New 

50% 
 
 
 
100% 
 
 
 
50% 
 
 
 
100% 
 
 
 
50% 
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Alignment with Corporate Enablers  

Council enabler Deliverable Strategy key activity / process Indicator(s) 2017/18 
Performance 

2022/23 
Target 

Modernisation 
and Improvement 

(E3.9) Building an information 
technology and communications 
(ICT) infrastructure to help the 
council succeed in the priorities and 
outcomes. This will include 
development of an ICT strategy and 
application of new technology in 
support of new, more efficient, 
sustainable, flexible, and customer 
focused ways of working. 
 

�‹  Support, maintenance and 
development of the council’s ICT 
infrastructure assets. 

 
�‹  Support, maintenance and 

development of the council’s ICT 
application/system assets. 
 
 
 
 
 
 
 

�‹  Service management and project 
management and improvement. 
 

 
 
�‹  Strategic, policy and technical advice in 

ICT, information and records 
management including IT security. 

 
 

Maintain optimum server 
processing capacity 
 
 
Percentage availability of the 
data network across the 
council 
 
Percentage annual Service 
Continuity Test that support 
WLC1 Business Continuity 
plans 
 
 
Percentage  of customers who 
rated the overall performance 
in project management as 
good or excellent 
 
Staff with email accounts who 
have completed the council’s 
mandatory online training 
courses 
 

New 
 
 
 
99.9% 
 
 
 
New 
 
 
 
 
 
New 
 
 
 
 
100% 
 
 
 

75% 
 
 
 
99.9% 
 
 
 
100% 
 
 
 
 
 
100% 
 
 
 
 
100% 
 
 

   Percentage of cyber protection 
software deployed on 
Microsoft windows devices 
 
Annual PSN Compliance 
Certification 
 
Annual Cyber Essentials plus 
accreditation 

New 
 
 
 
100% 
 
 
New 
 

100% 
 
 
 
100% 
 
 
100% 
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Alignment with Corporate Enablers  

Council enabler Deliverable Strategy key activity / process Indicator(s) 2017/18 
Performance 

2022/23 
Target 

Modernisation 
and Improvement 

(E3.10) Protecting against the threat 
of and risks associated with Cyber 
Security 

�‹  Strategic, policy and technical advice in 
ICT, information and records 
management including IT security 

Percentage of staff with an 
email account who have 
completed the council’s 
mandatory online training 
courses 
 
Percentage of cyber risk 
assessments 
 
 
Percentage of cyber protection 
software deployed on 
Microsoft windows devices 
 
Annual PSN Compliance 
Certification 
 
Annual Cyber Essentials plus 
accreditation 
 

100% 
 
 
 
 
 
New 
 
 
 
New 
 
 
 
100% 
 
 
New 
 

100% 
 
 
 
 
 
100% 
 
 
 
100% 
 
 
 
100% 
 
 
100% 
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Strategy Scorecard 
 

The  counc i l  w i l l  r epo r t  on  t he  f o l l ow ing  key  measu res  o f  t he  s uccess  th roughou t  t he  l i f e t ime  o f  o u r  s t r a tegy ,  t a rge t i ng  
pe r f o rma nce  imp rovemen t  aga ins t  t he  base l i ne  yea r  ( 2017 /18 ) .  
 

OUTCOME 1 – Ongoing sustainability of the IC T infrastructure and systems to support the use of technology solutions which  impr ove efficiency and 
effectiveness 

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

Maintain optimum server processing capacity N/A  75%      75%      75%      75% 75% 

Percentage availability of the data network across the council 99.9%     99.9%     99.9%     99.9%     99.9%  99.9% 

Percentage annual Service Continuity Test that support WLC1 Business Continuity 
plans 

N/A 100%     100%     100%     100%         100% 

 

OUTCOME 2 – Securing the council’s infrastructure, systems and data  

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

Percentage of cyber risk assessments N/A     100%     100%     100%     100%       100% 

Percentage of cyber protection software deployed on Microsoft windows devices N/A     100%     100%     100%     100%       100% 

Annual PSN Compliance Certification 100%     100%     100%     100%     100%       100% 

Percentage of staff with an email account who have completed the council’s 
mandatory online training courses 

100%     100%     100%     100%     100%       100% 

Annual Cyber Essentials Plus accreditation N/A     100%     100%     100%     100%       100% 
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OUTCOME 3 – Supporting business systems and transformation  

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

Percentage of system interfaces implemented to support Digital Transformation         N/A 10% 20% 30% 40%         50% 

Percentage of analogue to digital conversions for Technology Enabled Care 
connections within social care 

        N/A 20% 40% 60% 80%        100% 

Percentage of projects contributing to Digital Transformation         N/A 20% 40% 60% 80%        100% 

Percentage of open Application Programme Interfaces (APIs) in use         N/A 10% 20% 30% 40%         50% 

Percentage reduction in SAN usage         N/A 10% 20% 30% 40%         50% 

Percentage of customers who rated the overall performance in project 
management as good or excellent 

        N/A     100%     100%     100%     100%        100% 

 
 
 



I C T  S t r a t e g y  2 0 1 8 / 2 3  
 

17 

Strategy Act ion Plan 
 

The  counc i l  w i l l  unde r t ake  a  r ange  o f  ac t i ons  t o  suppo r t  de l i ve r y  o f  co rpo ra te  p r i o r i t i e s  and  ob jec t i ves ,  imp rove  se r v i ces  
and  de l i ve r  t r ans fo rma t i on .   
 

Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status 
Update 

Infrastructure 
Investment 

The infrastructure refresh 
programme will maintain the 
computing performance over the 
period of the strategy. 

Infrastructure refreshed IT Services Manager April 2018 March 2023 Active 

Upgrade Microsoft 
Product Suite 

Microsoft Windows system and 
Office to be updated to the latest 
versions. 

Microsoft systems updated 
to the required version. 

IT Services Manager Oct 2018 March 2022 Planned 

Upgrade the 
Corporate 
Enterprise Content 
Management (ECM) 
system 
 

The ECM system will be upgraded 
in accordance with the improved 
functionality delivered by the 
vendor. 

The corporate EDRM 
system updated to the 
required version. 

IT Services Manager Oct 2018 March 2023 Planned 

Mobile applications 
and devices can 
access council 
systems  

Mobile applications and devices will 
be assessed by IT Services to 
ensure that they meet cyber 
security best practice.   
 

Mobile devices and mobile 
applications are connected 
securely to council 
systems. 

IT Services Manager April 2018 March 2023 Active 

Implement IT 
Service Continuity 
Management 
(ITSCM) 

 IT Service Continuity 
Management ensures that 
appropriate continuity mechanisms 
are in place including design, 
support, training and testing. 
 

All WLC1 systems will be 
included in ITSCM. 

IT Services Manager Oct 2018 March 2019 Planned 
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Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status 
Update 

Securing the 
council’s 
infrastructure, 
systems and data 

IT Services will ensure that 
measures are in place to protect 
systems, networks, staff and data. 

Secure networks, systems 
and data. 

IT Services Manager April 2018 March 2023 Active 

Achieve PSN 
Compliance 

Resources and processes will be 
put in place to ensure that PSN 
compliance is achieved. 

Successful accreditation IT Services Manager April 2018 March 2023 Active 

Achieve Cyber 
Essential Plus 
accreditation  

Resources and processes will be 
put in place to ensure that Cyber 
Essential Plus is achieved. 

Successful accreditation IT Services Manager April 2018 March 2023 Active 

Implement cyber 
incident reporting 

Important to understand the extent 
of the incident, the immediate 
impact, provide recommendations, 
produce an incident report and give 
an impact assessment. 
 

The successful 
management of cyber 
incidents.   

IT Services Manager April 2018 March 2023 Active 

Improve cyber 
security awareness 
across the council 

To mitigate the cyber threat all staff 
with access to council computer or 
digital devices will undertake 
annual cyber security training.  
 

All council staff trained on 
cyber security  

HR Manager and  IT 
Services Manager 

April 2018 March 2023 Active 

Reduce the number 
of systems that 
provide similar 
functionality 

Less systems available for use 
enabling more simplified and 
efficient processes 

Efficiency savings through 
faster and simpler 
processes.  

Digital Transformation 
Manager & IT Services 
Manager 

April 2018 March 2023 Active 

Employ appropriate 
project 
management 
methodology 

Prince 2, Prince 2 Agile and Agile 
are project management 
methodologies that can be used to 
more efficiently implement systems. 
 

Reduced implementation 
times and reduced project 
management costs.  

IT Services Manager April  2018 March 2023 Active 
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Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status 
Update 

Connect 
Technology 
Enabled Care (TEC) 
digital services to 
the Council’s 
network 
 

The Council will provide advice and 
guidance on the interface and 
security that the TEC Programme 
requires to connect to the council’s 
network infrastructure.   
 

All council care facilities 
connected to the council 
through digital network 
services 

Head of Social Policy and 
IT Services Manager 

April  2018 March 2023 Active 

Business 
Intelligence 

Develop existing tools and identify 
new open source solutions that can 
provide Business Intelligence 
capabilities 
 

Information provided to the 
council to allow for more 
informed decision.  

Digital Transformation 
Manager & IT Services 
Manager 
 

April  2018 March 2023 Active 

Artificial 
Intelligence 

Develop the EDRM workflow 
capabilities to reduce the manual 
intervention and make processes 
more efficient.  
 

Efficiency savings through 
faster and simpler 
processes.  

Digital Transformation 
Manager & IT Services 
Manager 
 

April  2018 March 2023 Active 

Software as a 
Services (SaaS)  

Provide guidance to services that 
are considering Cloud based 
systems as a solution.  

Cloud systems deployed as 
the preferred solution. 

IT Services Manager April  2018 March 2023 Active 
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Welcome to the Improvement Strategy  
 

The  Imp rovemen t  S t ra tegy  se t s  ou t  t he  key  ou t comes ,  ac t i v i t i es  and  behav iou rs  
t ha t  t he  counc i l  w i l l  pu r sue  i n  suppo r t  o f  ou r  co rpo ra te  p r i o r i t i es  and  a  cu l t u re  o f  
con t i nuous  imp rove men t   

 
 
West Lothian Council has long been known as one of the top performing local authorities in the United 
Kingdom and has been recognised as an outstanding performer across all sectors in the UK and Europe in 
prestigious external assessment and benchmarking exercises.  
 
The council’s unwavering commitment to providing high performing, quality services to local people and the 
clarity of our long-term vision for a better, fairer West Lothian for everyone is the cornerstone of our 
organisation.  On this, the council’s leaders, employees, partners and stakeholders are united and we 
consistently work to improve our performance, as we know the services that we provide are making a real 
difference to the lives of the people living in our community.    
 
The next five years are set to be a period of significant challenge and change for the council.  The demand 
for our services is expected to continue to grow – in line with an increasing West Lothian population – and 
the available funding for our services will decrease.  We have a Corporate Plan and financial strategy to 
deliver in the eight priority areas for West Lothian, but we also need a set of strategies that will support 
innovation and transformational change in the council, whilst maintaining our high performance and the high 
standards of governance we have set.   
 
The Improvement Strategy is designed to support transformation and growth in a council that is still striving 
for Excellence.  It reaffirms our commitment as an organisation to building a culture of continuous 
improvement that is shared and demonstrated by every member of staff and by our partners as well.     
 
It sets out how we will develop and implement our improvement approaches to plan, design and deliver 
services that are valued by our community.  The strategy also recognises that we must harness the full 
potential of all our assets, including data and information, to become a more agile and effective 
organisation.   
 
Importantly, the Improvement strategy has been developed with the understanding that our past success 
has been achieved by the motivated employees that deliver our services and in a culture that supports them 
to participate in improvement processes. We will continue to engage and involve our employees and our 
customers in our improvement journey and build a better council for West Lothian. 
 
 

 �/�D�Z�U�H�Q�F�H���)�L�W�]�S�D�W�U�L�F�N��

�/�H�D�G�H�U���R�I���W�K�H���&�R�X�Q�F�L�O��

�*�U�D�K�D�P���+�R�S�H��

�&�K�L�H�I���(�[�H�F�X�W�L�Y�H��
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Strategy outcomes   

The  Imp rovemen t  S t ra tegy  rea f f i rms  t he  counc i l ’ s  commi tmen t  t o  con t i nuous  
imp rove m en t .  We  a im  t o  b e  an  exce l l en t  o rgan i sa t i on  t ha t  compa res  we l l  t o  t he  
t op  pe r f o rm ing  o rgan i sa t i ons  i n  Eu rope   
 
Excellent organisations have a long-term vision of 
what they want to achieve and how they want to 
succeed.  They will share that vision and instil a 
collective focus on achievement at every level of 
their operation. This will be evident in the strategic 
decisions that are taken, down to the day-to-day 
actions of their people.   
 
The council has a clear mission, values and 
strategic outcomes.  These influence every part of 
the way that we operate but also, how we 
evaluate our success as an organisation.  
 
In order to succeed in improving the quality of 
lives for people in West Lothian, we must ensure 
that results that will be critical success factors for 
our priorities are identified and that we carefully 
manage cause and effect in these results.   

Vision:   

Improving the quality of life for all of those 
living, working and learning West Lothian  

The Council’s priorities: 
1. Improving attainment and positive 
destinations 
2. Delivering positive outcomes and early 
interventions for early years 
3. Minimising poverty, the cycle of deprivation 
and promoting equality 
4. Improving the quality of life for older people 
5. Improving the employment position in West 
Lothian 
6. Delivering positive outcomes on health 
7. Reducing crime and improving community 
safety 
8. Protecting the built and natural environment 

 

The Improvement Strategy is part of suite of 
strategies that are helping the council to 
transform and improve in a smart, flexible and 
efficient way.   

 
There are three outcomes in the Improvement 
Strategy and these are: 

 

3 Council 
services are 
self-aware 

and 
improving

2 The council 
effectively 

controls and 
utilises data 

assets

1 The council 
is high 

performing 
and 

achieving
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With the Improvement Strategy we will build on 
established good practice that has been place in 
the council for planning, quality and performance 
management.  These approaches have been 
tested and refined over the years, and subject to 
external audit and assessment, and will continue 
to help improve our overall performance and 
ability to respond to challenge.   
 
The Strategy is intended to:  
�‹  Foster a culture where continuous 

improvement is everyone’s responsibility and 
approaches are inclusive and encourage 
leaders, employees, partners, stakeholders 
and customers to participate;  

�‹  Ensure that the key performance results 
required to achieve the strategic priorities are 
understood and progress is measured and 
evaluated; 

�‹  Provide effective governance, monitoring and 
reporting of corporate and service 
performance and demonstrate that council 
services represent value for money; 

�‹  Support the efficient management of council 
resources, including data and information 

�‹  Support transformation, innovation and 
creativity in the council. 

 

The strategy outcomes will be delivered by a 
range of activities and these are set out in the 
following sections, along with the corporate 
approaches, frameworks and resources that will 
be aligned to the delivery of the strategy.  
 
Scope  o f  t he  s t r a teg y   
The Improvement Strategy is a corporate strategy 
and adopted across the council.  It has been 
subject to consultation with the key stakeholders 
and approval by Council Executive.   
 
The strategy covers the period 2018/19 to 
2022/23, which is also the duration of the 
Council’s Corporate Plan.  The Improvement 
Strategy has been developed in support of this 
plan and the other key plans and strategies.    
 
Co rpo ra te  s t r a teg ies   
The council has nine strategies to support the 
delivery of the Corporate Plan.  Each has been 
developed to address specific factors that are 
critical to the sustained success of the council 
and to management and governance.  The 
strategies have been aligned and provide specific 
support towards; transformation, digital services 
and behavioural change in the council.  
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Outcome 1 – The counci l  is  h igh per forming and 
achiev ing 

 
Descr ip t ion  

The council has a strong record of providing high 
performing, customer-focused services that are 
delivering lasting change in the local community. 
This has been achieved through vision, 
leadership and a dedicated workforce, but also by 
ensuring that the correct governance, structures 
and strategies are in place to deliver effective 
services aligned to the priority areas. 
 
Outcome 1 in the Improvement Strategy is 
focused on establishing an environment that 

facilitates high performance.  As well as 
promoting a culture of continuous improvement, 
the strategy identifies the planning, quality and 
performance structures that will ensure the 
council is making progress towards the agreed 
strategic outcomes and our core purpose of 
improving the quality of lives in West Lothian.  

 
Overall, the council will continue to aim to be 
recognised as a high performing organisation in 
and out with the local government sector. 

 

Ac t i v i t i es  

The main activities of the Council during the period of the strategy will be:  
 
P l ann ing  and  p r i o r i t y  se t t i ng  

The council has a clear vision for the future and effective priority setting to ensure that we are successful in 
achieving our challenging aims for a better West Lothian – within the confines of our resources.  
 
A priority-based planning approach aligns and focuses people, processes 
and resources on delivering positive outcomes for West Lothian. The 
council’s leaders set a clear direction and strategic focus – through 
consultation with customers, employees and partners – and this is shared 
with all stakeholders.   
 
The strategic focus begins with the Community Planning Partnership’s (CPP) 
Local Outcome Plan (LOIP) for West Lothian.  The LOIP brings the council 
together with our main partners to jointly address agreed outcomes for the 
local area. 

CPP Local Outcome 
Improvement Plan 

WLC Corporate Plan  

Service   
Management Plans  

Employee Work Plans  

 
The council’s planning framework (see above) translates those outcomes into corporate priorities in the 
Corporate Plan and then into activities and actions in the service management plans.  Combined, these 
plans, along with employee work plans, identify the key results and objectives that are critical to success 
in the strategic outcomes and priorities.  This also makes sure there is sufficient resources aligned to 
achieve our priorities and a shared responsibility and accountability is present at all levels of the council. 
 
During the period of the Improvement Strategy, the council will concentrate on the effective implementation 
of the planning framework.  This will ensure that we make progress in our eight priorities and help the 
council adapt to changes in internal and external factors and realign the direct of the council, where 
necessary.   



I m p r o v e m e n t  S t r a t e g y  2 0 1 8 / 2 3  
 

6 

S t ra teg ies  

The council has identified a set of nine corporate strategies (see page 4) to support the delivery of the 
Corporate Plan. These strategies have been developed to drive specified, measurable outcomes that will 
support high performing council services and the delivery of corporate priorities.   
 
The nine corporate strategies also recognise the long-term and immediate needs of the council, and our 
stakeholders, and have taken into account key business drivers such as the council’s budget strategy, 
transformation programme, digital services and a culture of continuous improvement.   
 
Progress in the corporate strategies is managed by named responsible officers and key governance groups 
and also by the council’s Corporate Management Team on an annual basis and the relevant Policy 
Development and Scrutiny Panel (PDSP).   For more information on the corporate strategies, please see 
the council’s website.  

 
Pe r f o rma nce  managemen t  

Performance management is the activity of tracking performance against specific targets and identifying 
opportunities for improvement.  
 
The council has defined the strategic objectives in our planning and strategy processes and related 
performance indicators must also be identified to allow progress to be managed throughout the period.  A 
framework for managing and improving performance is implemented in each service in the council, with 
adaptations for specific service or Regulator requirements.  This has clear standards for performance 
reporting and management and ensures that the relevant stakeholders and the public receive information 
about the quality and value of council services.  

 
The council will continue to refine the performance framework and the supporting systems to ensure that 
performance management and reporting continues to be fit for purpose and reflects good practice and Best 
Value requirements.   
 
This will be accompanied by regular performance audits and reviews to ensure the requisite level of internal 
challenge and scrutiny is applied. In the next five years there will be a particular focus on enriching the 
performance datasets used by services to ensure there is a good range and balance of information across 
the performance management framework. 
 

Collated

The council has identified the right 
performance indicators to track progress in 

the key priorities and business process

Integrity of performance data is high and  
quality assured

Managed

Corporately the council manages 
performance through systematic monitoring 

processes

Tracking and monitoring processes for 
performance is in place in services

Responsibile officers / services for 
performance is clear

Reported

Performance is reported to the relevant 
stakeholders to ensure current levels and 

targeted improvement is understood 

Performance is reported to elected 
members through the appropriate systems 

and strucutures

Performance is reported to the public to 
demonstrate value of public services

Improved

Target setting and comparisons are in 
place for key indicators to drive 

performance improvement

Action is taken to improve performance in 
key priorities / business processes
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I n t e rna l  s c ru t i n y   
Effective internal scrutiny provides performance challenge and helps ensure a proportional approach to 
internal and external scrutiny activity, based on a strong understanding of current performance and the 
capacity to improve.  
 
The main forum for internal scrutiny will continue to be the West Lothian Assessment Model (WLAM) 
Review Panel, which engages senior officers in the improvement and performance process and instils 
rigour in self-evaluation activity.  Each council service will attend the Review Panel a minimum of once in a 
three year rolling programme.  Services with identified performance challenges will attend the Panel on an 
annual basis, until the required level of improvement is achieved.  

 
E l ec ted  Member  sc ru t i n y  
Robust challenge from elected members in driving improvement of council performance is a key to a 
culture of continuous improvement and the challenge helps ensure that our services represent Best Value. 
 
As well as nine Policy Development and Scrutiny Panels (PDSPs) that scrutinise performance in specific 
areas of service provision, the Council has two committees dedicated to the scrutiny and improvement of 
corporate performance.  
 

�‹  Performance Committee: undertakes an overview of corporate performance across the Council, 
ensuring that performance management arrangements cover Best Value considerations. 

�‹  Education Quality Assurance Committee:  considers the outcomes of reports from HMIe and internal 
school reviews carried out by council officers in relation to the council’s education establishments. 
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Key per fo rmance  ind ica to rs   

We have identified the key measures of the success for this strategy outcome and will track, monitor and 
report on our performance in these performance indicators throughout the lifetime of our strategy: 
 
 
 
 
 
 
 

 
 

  

 

 

Percentage of 
Corporate Plan priority 

indicators achieving 
target performance 

2022/23 target performance: 

80% 

Percentage of 
performance reporting 
meeting the corporate 

standards 

2022/23 target performance: 

98% 

2022/23 target performance: 

6% 
2022/23 target performance: 

1 

Percentage of 
council services on 

an annual 
monitoring cycle 

The council will rank 
at number 1 in 

Local Government 
Benchmarking 

Framework (LGBF) 
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Outcome 2 – The counci l  e f fect ive ly contro ls  and 
ut i l ises data assets  

 
 
Descr ip t ion  

We aim to foster a culture of collaboration and 
effective joint working throughout the council and 
our partnerships that encourages sharing of 
information.  This supports the delivery of joined 
up services as well as innovation and better 
public services.  As a local authority delivering 
services to anyone who lives, works or learns in 
West Lothian, the council has extensive data 
assets that must be transformed into information 
in order to be shared and effectively used.  
 
Outcome 2 in the Improvement Strategy is 
focused on ensuring that the right people are 

provided with accurate and sufficient information 
to support them in timely decision making.  This 
requires the council to continue to develop 
systems and data sharing policies and 
procedures that ensure data assets are captured, 
managed, utilised and secured effectively.  These 
approaches will make the council more agile and 
build capability in the organisation.  
 
This outcome has a strong dependency on the 
ICT and Digital Transformation Strategies and the 
council’s ability to successfully apply the correct 
technologies.

 
 

Ac t i v i t i es  

The main activities of the council during the period of the strategy will be:  
 

Da ta  managemen t   
Data is one of the council’s important and abundant resources.   It derives from operational and 
transactional systems and is provided through an increasing number of customer contact points; calls, face-
to-face contacts, emails, forms, portals and an array of media platforms.  
 
The value of our data is dependent upon the quality and also, in the way that we use it.  During the period 
of this strategy the council must cleanse, enrich, secure, and consolidate data coming from all parts of the 
organisation to increase knowledge and our capacity to develop.  Key factors will be taken into 
consideration:  
 

�‹  Data quality: making sure data is accurate and usable for its intended purpose 
 

�‹  Data integration: combining different datasets to increase knowledge, responsiveness and 
understanding of needs and preferences 
 

�‹  Data access: employees can access and retrieve information through the effective application of 
technologies; ensuring processes are more efficient and effective 
 

The council understands the importance of managing and securing our data and have put in place robust 
policies, procedures and technical controls to do so.  The council introduced a new Electronic Content 
Management (ECM) system in 2017 and during the period of this strategy, will extend it’s application in the 
next period to improve records management across services (excluding schools).  This will help ensure our 
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records are stored, managed and destroyed efficiently and securely and information can be shared 
appropriately and safely. We will continue to develop our information management approach in the next five 
years to ensure it reflects good practice standards.   
 
Da ta  P ro tec t i on   
The General Data Protection Regulations (GDPR) that came into effect in May 2018 represented a 
significant change in the way that organisations approach data privacy.  In preparation for the legislation 
being implemented the council undertook significant reviews of data handling and retention procedures and 
introduced new measures to ensure compliance with GDPR.   
 
Moving forward the council will aim to uphold the highest standards of data protection, by implementing the 
following:  
 

�‹  Improved regulatory compliance: ensuring that all aspects of GDPR are met across the council  
 

�‹  Governance arrangements: creating a robust governance structure responsible for monitoring 
compliance, education of staff on their responsibilities and cooperating wherever necessary with the 
Information Commissioner’s Authority   
 

�‹  IT security: in conjunction with the ICT Strategy, providing the assurance that information is only 
made available to those authorised to access it when required.  Information will be held securely 
with the appropriate retention schedules applied. 

 
Da ta  and  i n f o rma t i on  p rov i s i on  
It is one the council’s core Values to be open, honest and transparent in our way of working and engaging 
with the community and stakeholders. Several factors that will support this activity are: 
 

�‹  Easier decision making:  easily accessible data and information will be used to inform intelligence-
led service change and redesign.  
 

�‹  Enhanced customer experience: in conjunction with the Customer Strategy, using the right 
customer data to redesign service processes and activities will ensure a high level of customer 
satisfaction is achieved.  
 

�‹  Better reporting: council performance and reporting will be easily accessible through the effective 
use of performance dashboards, service reporting and the performance management system 
 

Engagemen t  and  i nnova t i on   
The council’s continued strong performance will be partly reliant on our ability to continue to evolve as an 
organisation and change with the external environment and the needs and expectations of our 
stakeholders.    
 
Harnessing ideas from our service users, staff, partners and citizens through processes such as 
consultation and engagement, Citizen Led Inspection and process redesign, will allow the council to 
improve services.  We will continue to involve stakeholders in the design and review of our services to 
ensure that we are connected to the needs of our community and open and transparent in our decision 
making processes.  
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Benchmark i ng  
The council will continue to promote corporate and service engagement in benchmarking activities that will 
challenge the performance of services against the top performing organisations in Scotland and where 
possible, the UK and Europe.  

 

The most reliable comparators will be with other Scottish local authorities through the Specified 
Performance Indicators (SPIs), but the depth, quality and relevance of comparator data will be improved by 
national data sharing through the SOLACE benchmarking, professional organisations and service-level 
benchmarking. 
 

Key per fo rmance  ind ica to rs   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 
 
 
 
 
 
 

 
 

  

 

 

Percentage of 
corporate staff actively 

using the Electronic 
Content Management 

(ECM) system 

2022/23 target performance: 

100% 

 

2022/23 target performance: 

85% 

2022/23 target performance: 

100% 
2022/23 target reduction: 

10% 

Percentage of staff 
with an email account 
who have completed 
the council’s online 

training in data 

Percentage of referrals 
to the Information 

Commissioner’s Office 
(ICO) that are 

upheld/part upheld 

Response time to 
Freedom of 

Information / Subject 
Access requests 
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Outcome 3 – Counci l  serv ices are se l f -aware and 
improving  

 
Descr ip t ion  

Excellent organisations are self-aware and open 
to learning and improving their performance.  This 
allows them to become more agile in the way that 
they work and more able to predict and respond 
to challenge.   
 
The council strongly reflects this characteristic 
and was one of the earliest adopters of self-
assessment in Scottish local government. We 
have sought to develop an in-depth 

understanding of our performance and capacity 
for improvement through adoption of effective 
internal and external scrutiny processes.  
 
Outcome 3 in the Improvement Strategy is 
focused on ensuring that processes are in place 
to support the organisation to discern clearly our 
strengths and areas in which improvements can 
be made and culminates in planned improvement 
actions that are then monitored for progress. 

 
 

Ac t i v i t i es  

The main activities of the Council during the period of the strategy will be:  
 

Se l f - assessmen t   
Self-assessment is an important part of the council’s Improvement Strategy, encouraging innovation from 
within and positively engaging employees in service planning and improvement.    
 
Self-assessment processes also contribute to the council’s Best Value Framework, ensuring that there is 
rigorous challenge of performance and continuous improvement is embedded at all levels of the 
organisation. Regular, programmed self-assessment is also an integral part of improvement planning and 
preparation for external inspection.  There are a range of benefits in relation to self-assessment and these 
include:  
 

�‹  Assessing, in a coherent manner, the organisation at a macro and/or micro level 
�‹  Improving the development of strategy and corporate planning  
�‹  Creating a common framework for the way we manage and improve as an organisation 
�‹  Involving people at all levels and in service improvement 
�‹  Identifying and facilitating the sharing of “good practice” within the council 
�‹  Facilitating comparisons with other organisations, of a similar or diverse nature, using a set of 

criteria that is widely accepted across Europe and beyond 
 
The council has operated a cyclical corporate programme of self-assessment since 2003/04 to evaluate 
achievement in services and support improvement across the organisation. There are two recognised 
programmes of self-assessment and both are based on the same framework the European Foundation for 
Quality Management.  The Education sector use Validated Self Evaluation (VSE) and all other services use 
the West Lothian Assessment Model (WLAM). 
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Wes t  Lo th i an  Assessmen t  Mode l   
The WLAM is used to assess the quality and cost effectiveness of council services provided to the 
community and provides a consistent structure around which performance and improvement in council 
services can be supported. 
 
Using a rigorous framework of statements – taken from good practice standards and models – WLAM helps 
encourage a strong sense of self awareness and understanding amongst services of their capability to 
respond to change and achieve the long-term outcomes and targets.  
 
Over a three-year cycle every service will complete at least one assessment and attend the Review Panel – 
a panel chaired by the Chief Executive, a member of the Corporate Management Team and a peer (service 
manager). The panel will assess the performance of the service, the level risk presented and future 
scrutiny.   
 
Services will also report to Performance Committee on the outcome and findings from the WLAM process. 
This ensures Elected Members are appropriately engaged in improvement processes and provided with 
information about service performance and progress in key outcomes on a scheduled basis.  It also allows 
members to influence the direction and pace of improvement in services. 

 
Va l i da ted  Se l f  Eva lua t i on  (VSE)  
West Lothian schools, in partnership with the inspection body Education Scotland, use a combination of 
external inspection, validated self-evaluation (VSE) and self-evaluation with How Good Is Our School 
(HGIOS) to assess and evaluate the effectiveness of the school. The council’s programme for VSE ensures 
that over a three year cycle every Education establishment will undergo an independent evaluation and 
validation of its work.   
 
VSE is a process which aims to build the capacity of schools to evaluate their own performance and 
improve the quality of outcomes for learners.  The principles of VSE have informed proposals for a next 
step change in quality improvement practices.   
 
VSE involves a partnership between the school and education services where collective expertise in 
evaluation extends, challenges and supports the school’s own self evaluation process and offers 
independent evaluation and validation of its work. This enhances practice and supports continuous 
improvement.  

 
Bus iness /p rocess  imp rovemen t   
Business improvement is part of the quality improvement toolkit and can be used to support significant 
changes to current processes and activities, as required. Rapid Improvement Events (RIEs) allow a 
structured approach to process improvement to be implemented, evaluating the effectiveness and 
efficiency of service delivery to help reduce activities that do not add value and help remove unnecessary 
cost. 
 
Ex te rna l  assessmen t   
To supplement our internal improvement processes, the council undertakes planned external assessment 
on a periodic basis.  This ensures that the council is scrutinised across different standards and frameworks 
promoting excellence and the highest standards of practice.  It also allows comparison with the best 
performers across all sectors in the UK and beyond.  
 



I m p r o v e m e n t  S t r a t e g y  2 0 1 8 / 2 3  
 

14 

The key external assessment processes for the council are:  
 

Assessment Assessment Method Improvement focus Assessed level  

Investors in People 
(IIP) 

Three year programme of 
corporate assessment 

Assessment of the management 
and development of employees to 
deliver business objectives.  

IIP Gold (2016) 

Investors in Young 
People (IIYP) 

Three year programme of 
corporate assessment 

Assessment of the management 
and development of employees to 
deliver business objectives.  

IIYP Gold (2015) 

Customer Service 
Excellence 

Three year programme of 
corporate assessment 

Assessment of the organisation’s 
customer focus and overall 
standards of customer service and 
delivery. 

CSE standard (2018) 

European Foundation 
for Quality 
Management (EFQM) 

Period corporate 
assessment 

Assessment against fundamental 
concepts of Excellence against a 
global framework 

EFQM 5-star (2017) 
EFQM Excellence 
Award Finalist (2017) 

 
During the period of this strategy, the council will continue to work to improve our performance in these 
frameworks to ensure we develop in line with the best performing organisations across all sectors.  
 

Key per fo rmance  ind ica to rs   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 
 
 
 
 
 

 
 

 

 
 

  

 

 

Council average 
score in the West 

Lothian Assessment 
Model (WLAM) 

2022/23 target performance: 

550 

2022/23 target performance: 

100% 

Percentage of schools 
evaluated as ‘good’ or 
better for ‘Leadership 

and Change’ 

2022/23 target performance: 

90% 

Percentage of 
business improvement 

recommendations 
completed 

Percentage of 
council services 
scoring over 500 

points in the WLAM 

2022/23 target performance: 

100% 
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Developing the strategy and reporting 
progress 
  
 

The  s t r a tegy  was  deve loped  t o  suppo r t  t he  de l i ve r y  o f  t he  Counc i l ’ s  Co rpo ra te  
P lan  and  t o  t ake  accoun t  o f  a  r a nge  o f  f ac to r s  t ha t  a re  l i ke l y  t o  impac t  t h e  
de l i ve r y  o f  counc i l  se r v i ces  i n  t he  nex t  f i ve  ye a rs .   
 

C o n t e x t  
The next five years will be a period of significant 

challenge for the council with ongoing spending 

constraints expected to continue.  However, the 

council has clearly defined long term aims relating 

to the development of high quality services, 

designed to meet the needs of its customers.  

These long term aims are captured in the Local 

Outcome Improvement Plan, Community Plan 

and in the council’s Corporate Plan and together 

these strategic plans determine the work of the 

council’s services. 

 

The development of the Corporate Plan 2018/23 

has been directly influenced by the views of the 

people living and working in West Lothian, 

ensuring that all employees are focused on 

meeting the needs of a growing and vibrant 

community. The Corporate Plan sets the strategic 

priorities for the council up to 2022/23 and this will 

be the continued focus for all council services 

during the period.   

 

This will help to ensure that we continue to tackle 

the most important issues for West Lothian. Also, 

that we invest in and prioritise the services which 

make the most significant contribution to the 

achievement of positive outcomes. 

 
 

In f luences  

There will be many internal and external factors that influenced the strategy. The prevalent influence on the 

Improvement Strategy is the Local Government in Scotland Act 2003 and Best Value guidance that sets out 

the conditions for defining ‘value for money’ in public service provision. The council has to demonstrate that 

it has a strong commitment to continuous improvement and also the maturity to report honestly and 

transparently on performance and achievement. 

 

This requires an extensive performance management framework, robust quality improvement 

arrangements and mature and rigorous internal challenge processes – for officers and elected members. 

The Improvement Strategy is broad in scope and accounts for the national and statutory requirements of 

the main audit and inspection bodies and will adapt to future changes to ensure that it remains fit for 

purpose. 

 

The council will have to be responsive to change and flexible in our approach to performance and quality 

activity. As well as ongoing transformation activity in the council there will be a range of external influences 

that will impact upon performance and improvement activity. This includes any review of the EFQM 

Excellence Model, known as the West Lothian Assessment Model (WLAM) in the council. 
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S t ra tegy  deve lopment  p rocess    

The strategy was developed using a range of information to ensure that outcomes, activities and resources 
are aligned to:  
 

�‹  The council’s Corporate Plan and the deliverables, specifically the enabling section which 
addresses the council’s key deliverables for modernisation and improvement;  

�‹  Supporting the delivery of the council’s transformation programme and Digital Transformation 
strategy; 

�‹  Supporting the proliferation of technology to improve service performance and data and information 
management in the council, as set out in the ICT Strategy 

�‹  Supporting more effective management and development of the council’s employees, as set out in 
the People Strategy, through application and sharing of assessment information from the WLAM, 
IIP, IIYP and EFQM processes;  

�‹  Supporting better standards of service delivery and a more customer focused council, as set out in 
the Customer Strategy, through application and sharing of assessment information from the WLAM, 
CSE and EFQM processes. 

 
The process and timescales for the development, publication and review of the strategy is set out, including 
consultation with the appropriate stakeholders. 
 

Strategy governance  

Group Governance Scrutiny role Reporting Frequency  

Council Executive  a) Approval of the strategy  
 

�‹  Approval  
 

Performance 
Committee  
 

a) Engagement on the strategy and strategy 
outcomes at the development stage 

b) Regular updates to the Committee on the 
progress of specific programmes of work 

 

�‹  Approval 
�‹  WLAM programme reports 

and annual updates 
�‹  End of strategy review  

 
Partnership and 
Resources PDSP 

a) Engagement on the strategy and strategy 
outcomes at the development stage 

b) Regular updates to the Corporate 
Management Team on the progress of 
specific programmes of work 

 

�‹  Consultation  
�‹  Annual strategy review 
�‹  End of strategy review  

 
 

Corporate 
Management Team 

a) Engagement on the strategy and strategy 
outcomes at the development stage 

b) Regular updates to the Corporate 
Management Team on the progress of 
specific programmes of work 
 

�‹  Consultation  
�‹  Annual strategy review 

 

Stakeholders a) Engagement on the strategy and strategy 
outcomes at the development stage 

 

�‹  Consultation  
 

Customers 
(internal) 

a) Engagement on the strategy and strategy 
outcomes at the development stage 

 

�‹  Consultation  
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S t ra tegy  mon i to r ing     

The strategy lead and the Corporate Management Team will ensure that appropriate arrangements are in 
place to track and monitor in-year progress.  
 
An annual review will be undertaken and reported to the council’s Corporate Management Team and to the 
relevant PDSP.   This will include an update on the agreed performance scorecard and action plan and will 
also be published on the performance pages of the council website.   
 
An end of strategy review will be undertaken in the final year of the strategy to report on the achievement in 
the outcomes and final position in the performance indicators (against the target) and the agreed actions.  
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Support ing the del ivery of  Counci l  pr ior i t ies 
Th i s  s t r a tegy  w i l l  suppo r t  t he  de l i ve r y  o f  t he  Counc i l ’ s  Co rpo ra te  P lan   
 
Corporate strategies are designed to support the delivery of the Corporate Plan 2018/23 by improving the culture, agility, resilience and performance of the 
council.  Each strategy has clearly defined outcomes and measurable indicators of success and actions for the period.  Specifically, this strategy aligns to the 
enablers and deliverables that have been identified as key to the success of the Corporate Plan, this outlined in the following table.  
 

Alignment with Corporate Enablers  

Council enabler Deliverable Strategy key activity / process Indicator(s) 2017/18 
Performance

2022/23 
Target 

(E3.7) Modernisation 
and improvement 

Supporting and encouraging a strong 
performance culture where there is 
accountability and effective 
management of performance at all 
levels and that all employees 
understand how their role contributes 
to council priorities. 
 

�‹  Performance management framework  
�‹  Self-assessment 
�‹  Internal scrutiny  
�‹  External assessment  

Percentage of services 
scoring over 500 in the 
WLAM process 

100% 100% 
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Appendix 1:  Strategy Scorecard 
The  counc i l  w i l l  r epo r t  on  t he  f o l l ow ing  key  measu res  o f  t he  s uccess  th roughou t  t he  l i f e t ime  o f  o u r  s t r a tegy ,  t a rge t i ng  
pe r f o rma nce  imp rovemen t  aga ins t  t he  base l i ne  yea r  ( 2017 /18 )  
 

OUTCOME 1 – THE COUNCIL IS HIGH PERFORMING AND ACHIEVING 

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of 
Strategy 

Performance 
Target 2022/23 

Percentage of Corporate Plan priority indicators achieving target performance New indicator 70% 70% 75% 75% 80% 

Percentage of performance reporting meeting the corporate standards 85% 87% 89% 92% 95% 98% 

Percentage of council services on an annual monitoring cycle 8% 10% 9% 8% 7% 6% 

The council will rank at number 1 in Local Government Benchmarking Framework 
(LGBF) 

1 1 1 1 1 1 

 
 
  



I m p r o v e m e n t  S t r a t e g y  2 0 1 8 / 2 3  
 

20 

OUTCOME 2 – THE COUNCIL EFFECTIVELY CONTROLS AND UTILISES DATA ASSETS 

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of 
Strategy 

Performance 
Target 2022/23 

Percentage of corporate staff actively using the Electronic Content Management 
(ECM) system  

70% 75% 80% 85% 90% 100% 

Percentage of Freedom of information requests responded to within 20 days 91% 91% 91% 92% 92% 92% 

Percentage of Subject Access requests responded to within 20 days 83% 83% 84% 84% 84% 85% 

Percentage of staff with an email account who have completed the council’s online 
training in data protection, FOI and user security awareness. 

100% 100% 100% 100% 100% 100% 

Percentage of referrals to the Information Commissioner’s Office (ICO) that are 
upheld/part upheld 

62% 60% 58% 56% 54% 52% 

 
 

OUTCOME 3 – COUNCIL SERVICES ARE SELF-AW ARE AND IMPROVING 

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of 
Strategy 

Performance 
Target 2022/23 

Council average score in the West Lothian Assessment Model (WLAM) 524 530 535 540 545 550 

Percentage of council services scoring over 500 points in the WLAM 100% 100% 100% 100% 100% 100% 

Percentage of schools evaluated as ‘good’ or better for ‘Leadership and Change’ 71% 75% 80% 85% 90% 100% 

Percentage of business improvement recommendations completed 60% 70% 80% 80% 90% 90% 
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Appendix 2:  Strategy Act ion Plan 
 

The  counc i l  w i l l  unde r t ake  a  r ange  o f  ac t i ons  t o  suppo r t  de l i ve r y  o f  co rpo ra te  p r i o r i t i e s  and  ob jec t i ves ,  imp rove  se r v i ces  
and  de l i ve r  t r ans fo rma t i on .   
 

Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status 
Update 

Enhancing performance 
reporting to PDSP 

Review and implementation of new 
reporting to PDSP 

Elected member scrutiny of 
performance is more effective and 
supports improvement.  
 

Depute Chief 
Executive 

April 2018 March 2019 Active 

Enhancing performance 
reporting to 
performance 
committees  
 

Review and implementation of new 
reporting to Performance 
Committee  

Elected member scrutiny of 
corporate performance is more 
effective and supports 
improvement. 

Depute Chief 
Executive 

January 
2018 

October 
2018 

Active 

Corporate performance 
reporting  

Development of corporate 
performance reporting options 

Extend the range of corporate 
performance reporting to the public. 

Designation April 2018 March 2020 Active 

EFQM assessment  Corporate assessment against a 
recognised improvement framework 
and standard for excellence.  
 

�‹  Validated improvement actions 
�‹  Comparison against high 

performers outwith the sector 
�‹  Recognition for the council of 

organisational strengths 
 

Improvement 
Manager 

October 
2019 

May 2020 Active 

Investors in People 
assessment 

Three-year corporate programme of 
external assessment against a 
recognised improvement framework 
and standard for excellence.  
 

�‹  Validated improvement actions 
�‹  Comparison against high 

performers outwith the sector 
�‹  Recognition for the council of 

organisational strengths 
 

Improvement 
Manager 

August 
2018 

March 2019 Planned 
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Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status 
Update 

Investors in Young 
People assessment 

Three-year corporate programme of 
external assessment against a 
recognised improvement framework 
and standard for excellence.  
 

�‹  Validated improvement actions  
�‹  Comparison against high 

performers outwith the sector 
�‹  Recognition for the council of 

organisational strengths 
 

Improvement 
Manager 

June 
2018 

October 
2018 

Active 

Customer Service 
Excellence assessment 

Three-year corporate programme of 
external assessment against a 
recognised improvement framework 
and standard for excellence.  
 

�‹  Validated improvement actions  
�‹  Comparison against high 

performers outwith the sector 
�‹  Recognition for the council of 

organisational strengths 
 

Improvement 
Manager 

October 
2017 

October 
2020 

Active 

Review of information 
policies and procedures 

 

The council will undertake a review 
of information policies and 
procedures on a three-year rolling 
basis.  
 

�‹  Information is managed and 
secured in accordance with the 
law and best practice 

�‹  Information management and 
security policies are fit for 
purpose policies 

�‹  Information management 
procedures are adopted 

Head of Corporate 
Services 

June 
2018 

June 2020 Planned 
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Key per formance indica tors   

We have identified the key measures of the success for this outcome and will track, monitor and report on 

our performance in these performance indicators throughout the lifetime of our strategy: 

 

 

 

 

 

 

 

 
 

  

 

 

  

 

  

  

 

Percentage of 

employees who strongly 

agree or agree that they 

are encouraged by their 

line manager to improve 

their own performance 

2022/23 target performance: 

85% 

Percentage of 

employees who strongly 

agree or agree that they 

know what is expected 

of them at work 

2022/23 target performance: 

100% 

2022/23 target performance: 

100% 
2022/23 target performance: 

100% 

Percentage of 

relevant employees 

who have completed 

digital skills training 

Percentage of HR 

policies and 

procedures reviewed 

within the lifetime of 

this strategy 
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Key per formance indica tors   

We have identified the key measures of the success for this outcome and will track, monitor and report on 

our performance in these performance indicators throughout the lifetime of our strategy: 

 

 

 

 

 

 

 

 
 

  

 

 

  

 

  

  

 

Percentage of 

employees who strongly 

agree or agree that they 

feel valued and 

recognised for the work 

that they do 

2022/23 target performance: 

85% 

Percentage of 

employees returning to 

normal monitoring 

under sickness absence 

2022/23 target performance: 

85% 

2022/23 target performance: 

100% 
2022/23 target performance: 

100% 

Percentage of health 

and safety incidents 

not reportable to the 

Health and Safety 

Executive 

Percentage of 

employees who, in the 

last 12 months, strongly 

agree or agree that they 

have not experienced 

discrimination at work* 

* In relation to sex (gender), gender 

reassignment, age, religion or belief, disability, 

sexual orientation, race, pregnancy or maternity 
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Appendix 2:  Strategy Act ion Plan  
 

The  counc i l  w i l l  under tak e  a  r ange  o f  ac t ions  t o  s uppor t  de l i ve r y  o f  c o rpo ra t e  p r i o r i t i e s  and  ob j ec t i ves ,  im prove  s e r v ices  

and  de l i ve r  t r ans f o rmat i on .   

 

Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status Update 

Develop and 
implement 
leadership and 
manager 
development 
programmes  

Continued development 
and implementation of 
leadership and 
management programmes 
to increase the skills and 
capacity of managers at all 
levels. 
 

Improve the effectiveness 
of leaders and managers. 

HR and Support 
Services 
Manager 

April 2018 March 2023 Active  

Develop and 
implement a 
succession 
planning 
framework. 

 

Develop a new framework 
for identifying and 
developing our leaders of 
the future.  

Ensure the council 
continues to operate 
effectively when people 
leave the organisations 
who occupy key leadership 
posts. 
 

HR and Support 
Services 
Manager 

April 2019 March 2020 Planned  

Produce an 
updated workforce 
plan each financial 
year as a baseline 
for managing 
resource issues. 

Identify current and future 
staffing requirements to 
produce a workforce plan 
at the start of each 
financial year providing a 
summary within the 
Management Plan and 
aligned to activity based 
budgets. 
 

Services have a detailed 
understanding of the 
workforce profile and 
develop strategies to 
address issues arising 
from workforce audits. 

Head of Service April 2018 Annually Active  

Undertake an 
annual employee 
survey. 

Conduct an annual 
employee survey to obtain 
the views of employees.  

Improved employee 
morale which results in 
improved performance. 

HR and Support 
Services 
Manager 

April 2018 Annually Active  
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Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status Update 

Develop an annual 
communication and 
engagement plan. 

Produce a communication 
and engagement plan 
incorporating an analysis 
of the employee survey 
results. 
 

Improved employee 
morale which results in 
improved performance. 

Heads of 
Service 

April 2018 Annually Active  

All employees have 
an annual appraisal 
and development 
review and learning 
and development 
activities are 
identified to 
address 
competency gaps. 
 

Services have an 
established process for 
managing employee 
performance and 
identifying learning and 
development needs. 
 
A collective learning and 
development plan should 
be produced for prioritising 
learning needs and 
training budgets. 
 

Individuals receive 
constructive and clear 
feedback on their 
performance. 

Heads of 
Service 

April 2018 Annually Active  

Develop and 
implement a new 
Capability 
Framework. 
 

Develop and implement a 
new framework for dealing 
with recurring cases of 
unsatisfactory employee 
performance. 

Individuals receive 
structured and clear 
feedback on required 
levels of performance 
improvement. 
 

HR and Support 
Services 
Manager 

April 2018 March 2019 Planned  

Develop and 
implement a new  
Recognition 
Framework. 

Develop and implement a 
new framework to ensure 
individual and team 
achievements are 
celebrated and publicised. 
 

Employee contribution and 
achievement is 
recognised. 

HR and Support 
Services 
Manager 

April 2019 March 2020 Planned  
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Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status Update 

Review employee 
health, safety and 
wellbeing policies 
and procedures 
and produce an 
annual plan. 

Services will produce a 
health and safety action 
plan and employee 
wellbeing plan as part of 
the annual management 
planning and budgeting 
process. 
 

Plans are established to 
progress health, safety 
and wellbeing issues. 

Heads of 
Service 

April 2019 Annually  Active  

Develop e-learning 
equality and 
diversity training. 

Develop e-learning 
modules covering general 
Equality and Diversity as 
well as bespoke modules 
for each of the protected 
characteristics 
 

Ensure legislative 
compliance 

HR and Support 
Services 
Manager 

April 2018 March 2023 Planned  

Review and update 
equality monitoring 
data question set. 

Revise and implement 
Equality Monitoring Data 
questions covering all 
protected characteristics 
across all services to 
ensure consistent 
approach to analysing the 
data 
 

Ensure legislative 
compliance and improve 
the data we hold about our 
service users and 
employees to ensure our 
services are tailored to 
meet their needs 

HR and Support 
Services 
Manager 

April 2018 March 2019 Planned  

Undertake an 
equality monitoring 
survey. 

Conduct an employee 
equality monitoring survey 
to build a comprehensive 
profile of the workforce 
profile.  

Ensure legislative 
compliance and improve 
the data we hold about our 
employees 

HR and Support 
Services 
Manager 

April 2019 March 2020 Planned  
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E. 

 
CONCLUSION 
 
The Digital Transformation Strategy is designed to harness technology to meet the 
changing needs and demands of our customers whilst supporting staff to change the 
way they deliver services by giving them the tools and technologies they need to 
work in a council fit for the twenty first century. 
 

F. BACKGROUND REFERENCES 
 
Scottish Government Digital Strategy - Realising Scotland's full potential in a digital 

world: A Digital Strategy for Scotland 
http://www.gov.scot/Publications/2017/03/7843 
 
UK Government Digital Strategy  
https://www.gov.uk/government/publications/uk-digital-strategy 
 

 
Appendices/Attachments: 1 
Appendix 1:  Digital Transformation Strategy 2018/23 
 
Contact Person: Karen Cawte 
E mail: karen.cawte@westlothian.gov.uk Phone 01506 281082 

 
Graeme Struthers 
Depute Chief Executive 
12 June 2018 
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Welcome to the Digi ta l  Transformat ion Strategy  
 

Digital technology is changing our society and the way we live. It is changing the way we communicate, 
how we buy and sell goods and services, how we learn and how we organise our lives. 

The council faces challenges that simply cannot be addressed by doing things the way we have always 
done them. Budget constraints will continue to challenge the way in which services are delivered across the 
public sector, whilst at the same time the demand for services is growing and the public’s perception of the 
quality of public services is increasingly influenced by their wider experiences as consumers. Citizens 
expect public services to be consistent, available, accessible and reliable. 

The council is therefore committed to ensuring that a range of options are available to customers to interact 
with council services. This will include face to face, phone and online, and customers will be able to choose 
the most appropriate route for them, although where we can there will be a presumption of digital first. 

Many early transformation projects focussed on channel shift, seeking to drive down costs by offering 
citizens a digital alternative to traditional front end interaction channels. Whilst these initiatives can bring 
savings they often do little to improve underlying services or deliver real efficiencies. If we are to deliver 
truly sustainable transformation we need to transform and integrate service delivery from end to end 
through the entire service journey, not just the front end. 

The key to delivering this level of transformation lies in embracing new technologies, adopting new 
approaches to collaboration and partnerships, and making a commitment to address transformation 
holistically. 

This has to be a journey that encompasses people and culture, process and technology. 
 
 
 
 
 
 
 

 
 

 

 

 

 

 

Lawrence Fitzpatrick 

Council Leader 

 

 
 

Graham Hope 

Chief Executive  
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Strategy outcomes   

 

T h is  s t ra t eg y  i s  des ig n ed  t o  e ns ure  t h a t  s e r v i ces  m ee t  t h e  c ha ng ing  e xpec t a t io ns  
o f  ou r  c us tom ers  wh i l s t  d e l i ve r i ng  e f f i c i en t  a nd  s t r eam l in ed  b us in es s  p r oce sses  
b o th  i n te r na l l y  an d  e x te r na l l y .    
 
The Digital Transformation Strategy has four outcomes: 
 

 

D ig i ta l  cus tomers  
 

Our customers  use digital 
channels to interact with the 
council 

 

D ig i ta l  sk i l l s  
 

Enabling and supporting our 
customers and staff to thrive in a 
digital age 

 

D ig i ta l  se rv ice  des ign  Ensuring our digital ambitions are 
embedded across the council 

 

D ig i ta l  workp lace  Transforming how we work to 
deliver more effective and efficient 
services 

 
Digital Transformation is changing the way in which council services are delivered today. At the heart of 
this is the rise in the use of new technologies that now consume every part of our lives. The 
consumerisation of council services has seen customers demand modern, digital solutions that are not 
only fit for purpose but easy to use and accessible. 
 
It is now more important than ever before for councils to be able to “close the digital gap”, the difference 
between how services are currently delivered (whether this is online or manually) and how, ideally, they 
should be delivered as part of a modern, digital public sector. The benefits of this are evident both in 
terms of cost and operational savings and in meeting customer demands.  

 
This strategy will complement the council’s suite of Corporate Strategies by supporting activity with 
technology solutions. We will encourage innovation and sharing of experience through the links to the 
Digital Partnership, as well as sharing good practice across council services.  
 
The strategy will also support the council’s Financial Plan and transformation programme by ensuring that 
relevant technologies are deployed to realise savings and create efficiencies in operation of many council 
services. In addition, the council will pursue a programme of enhancing digital skills, both for customers 
and staff, to ensure that everyone is able to take advantage of the opportunities that going digital provides. 
 
Progress against the outcomes will be monitored by the Digital Transformation Board and reported to the 
Corporate Management Team and Council Executive on an annual basis. 
 
Corporate strategies  
 
The council has nine strategies to support the delivery of the Corporate Plan.  Each has been developed to 
address specific factors that are critical to the sustained success of the council and to management and 
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governance.  The strategies have been aligned and provide specific support towards; transformation, digital 
services and behavioural change in the council.  
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Key per formance indica tors   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 
 

 
 
 

 

  
 

 

 

 
 
 

 
 

  

 
 

Number of customer 
website transactions as a 

percentage of total 
customer transactions 

 
 

Percentage of  
West Lothian  

population with  
Myaccount login 

 

 
 

Percentage of self  
service payments  

received through the  
income management 

system 
 
 
 

 

 
 

Customer 
satisfaction with 

the council website 
 
 

 

 
 

Increasing the number  
of people aged 75+ 

supported by technology  
to remain at home 

 

2022/23 Target 
90% 

2022/23 Target 
10% increase 

2022/23 Target 
20% 

2022/23 Target 
50% 

2022/23 Target 
40% 
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Key per formance indica tors   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 
 
 

 
 
 

 

  
 

 

 

 
 

 

  

 
 

Percentage of adult 
learners resident in 

20% most 
disadvantaged 

areas 
 

 
 

Percentage of 
schools achieving 

digital schools 
status 

 
 

 
 

Percentage of 
staff saying they 
have basic digital 

skills 
 
 
 
 

 

 
 

 
Percentage of relevant  

staff completing 
digital skills training 

 

 
 

Percentage use of 
public access 

PCs 
 

 

2022/23 Target 
50% 

2022/23 Target 
75% 

2022/23 Target 
35% 

2022/23 Target 
90% 

2022/23 Target 
90% 
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Key per formance indica tors   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 

 
 

 
 
 

 

 
 
 

 

 

 

 

 
 

 

  

 
 
 

Percentage of core 
business processes 

mapped 

 
 
 

Percentage  
reduction in 

print volumes 
2022/23 target performance: 

 

 
 

Percentage of 
customers satisfied 

with the 
online/automated 
service updates 

 
 

Percentage 
reduction in the 

number of manual 
processes 

 
 

Percentage of 
system interfaces 
implemented to 
support Digital 
Transformation 

2022/23 Target  
100% 

Target 2022/23 
40% 

2022/23 Target 
75% 

2022/23 Target 
50% 

2022/23 Target 
75% 
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Key per formance indica tors   

We have identified the key measures of the success for this outcome and will track, monitor and report on 
our performance in these performance indicators throughout the lifetime of our strategy: 
 
 

 
 
 

 

 
 
 

 

 

 

 
 

 
 

 
 
 

Percentage of 
relevant staff using 

mobile 
devices/technology  

 
 
 

Percentage of staff with 
access to the council’s 

intranet and related  
on-line support: 

 

 
 

Percentage of West 
Lothian residents 

using public access 
wifi 

 
 

Customer 
satisfaction with 
public access wifi 

2022/23 Target  
50% 

Target 2022/23 
100% 

2022/23 Target 
10% 

2022/23 Target 
75% 

2022/23 Target 
100% 

 
 

Council 
participation in the 

Digital office 
program 
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Appendix 1:  Strategy Scorecard 
The  c oun c i l  w i l l  r ep o r t  on  t he  f o l l o w ing  k e y  m ea sur es  o f  t h e  s ucc ess  t h ro ug ho u t  t he  l i f e t ime  o f  ou r  s t ra t eg y ,  t a rg e t ing  
p e r f o rman ce  impr ove me nt  ag a in s t  t h e  b as e l ine  ye ar  (2 017 / 18 )  
 

DIGITAL CUSTOMERS - 

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

New PI: Number of customer website transactions as a % of total customer 
transactions 12% 15% 20% 30% 40% 50% 

New PI: % of WL population with Myaccount log-in 
11.79% 12% 15% 18% 19% 20% 

REV125: % of self service payments received through income management 
system 33% 34% 36% 38% 39% 40% 

CC089 : Customer satisfaction with the council website 
56% 60% 65% 70% 80% 90% 

New PI: Increasing the number of people aged 75+ supported by technology to 
remain at home 0% 2% 5% 7% 9% 10% 

 
 

DIGITAL SKILLS -   

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

EDALYS024 : % adult learners resident in 20% most disadvantaged areas 
32% 32% 33% 33% 34% 35% 

New PI: % schools achieving digital status 
0% 10% 20% 50% 60% 75% 
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DIGITAL SKILLS -   

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

New PI: % staff assessing they have basic digital skills 
0% 50% 60% 70% 80% 90% 

CuCS031 : % use of public access PCs 
31% 35% 48% 40% 45% 50% 

New PI: % of relevant staff completing digital skills training 
0% 5% 20% 50% 75% 90% 

 
 
 

DIGITAL SERVICE DESIGN - 

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

New PI: % of core business processes mapped 
0% 10% 30% 50% 75% 100% 

New PI % reduction in print volumes 
10% 15% 20% 25% 30% 40% 

New PI % of customers satisfied with online/automated service updates 
0% 20% 35% 50% 60% 75% 

New PI: % reduction in the number of manual processes 
0% 5% 10% 20% 35% 50% 

New PI: % of system interfaces implemented to support Digital Transformation 
0% 5% 20% 50% 60% 75% 
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DIGITAL WORKPLACE - 

Indicators  
Baseline 

Performance 
2017/18 

Target 
2018/19 

Target 
2019/20 

Target 
2020/21 

Target 
2021/22  

End of Strategy 
Performance 

Target 2022/23 

New PI % of relevant staff using mobile devices/technology to undertake 
their job 9% 10% 15% 20% 35% 50% 

New PI % staff with access to the councils intranet and related online 
support services 75% 75% 80% 85% 90% 100% 

New PI % WL residents using public access wifi 
0.27% 1% 3% 5% 8% 10% 

New PI: % Customer satisfaction with public access wifi 
0% 60% 62% 65% 70% 75% 

New PI: Council participation in the Digital Office programme 
50% 60% 70% 80% 90% 100% 
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Appendix 2:  Strategy Act ion Plan 
 

The  co un c i l  w i l l  u nd er tak e  a  r ang e  o f  a c t io ns  t o  s up por t  d e l i ve r y  o f  c o rp o ra t e  p r i o r i t i e s  a nd  ob j ec t i ves ,  im pro ve  s e r v ices  
a nd  de l i ve r  t r a ns f o rmat i on .   
 
 Actions 2018/23 

Outcome Action Description Planned Outcome Owner(s) Start End Status Update 

 
High Priority actions 

 
 

Business process 
mapping activity 

Key business processes will be 
mapped and costed prior to 
technology solutions being 
implemented. 

Services understand 
the cost of each 
process 

Performance 
and 
Improvement 
Manager 

June 
2018 

Dec 2019 Planned  

 

 

Create digital 
foundations on which 
all systems are based 

Develop common approach to 
address use, customer evidence, 
single system sign on, workflow to 
create digital signatures 

Reduced time and 
effort to complete 
basic tasks 

Digital 
Transformati
on Manager 

June 
2018 

March 2019 Planned  

 

 

Website refresh The website will continue to be 
improved to allow more transactional 
activity to take place. 

More people use the 
website to find 
information and 
transact with the 
council 

Corporate 
Communicati
ons Manager 

June 
2018 

Dec 2018 Active  

 

 

Adopt myaccount as 
the single logon 

A single log on through myaccount 
will give staff and customers access 
to their personal information. 

Staff and customers 
find it easier to 
transact with the 
council 

Corporate 
Communicati
ons Manager 

April 2018 Dec 2018 Active  

 

 

Corporate approach to 
public wifi 

Key council buildings will allow 
digital access via wireless 
communications for staff and 
customers. 

Staff and customers 
are able to use wifi 
provided by the 
council 

IT Manager June 
2018 

March 2019 Planned  
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 Actions 2018/23 

Outcome Action Description Planned Outcome Owner(s) Start End Status Update 

 

 

Work with the Digital 
Partnership 

Collaboration and shared services 
will be pursued through the Digital 
Partnership. 

Council benefits 
from other councils 
work 

Digital 
Transformati
on Manager 

April 2018 March 2021 Active  

 

 

Schools champion 
digital learning 

Schools will pursue Digital 
Schools status and ensure pupils 
have basic levels of digital literacy 
before leaving. 

Pupils have the 
necessary digital 
skills when they 
leave school 

Education 
Officer - 
Digital 

April 2018 March 2020 Active  

 

 

Staff skills audit A staff digital skills audit will be 
undertaken to assess levels of 
competence. 

Managers 
understand the 
digital skills of their 
staff 

Digital 
Transformati
on Manager 

June 
2018 

Sept 2018 Planned  

 

 

Digital skills training 
created to meet 
demand 

Staff digital skills training will be 
delivered and form part of the 
basic training for staff. 

Staff acquire basic 
digital skills 

HR Manager Oct 2018 Dec 2019 Planned  

 
Medium Priority actions 

 

 

Paper processes will 
be reduced 

Paper will be removed from 
meetings and applications. 

The council will 
reduce its printing 
costs 

Performance 
and 
Improvement 
manager 

Dec 2018 March 2020 Planned  

 

 

Mobile technology is 
deployed to staff 
working in the field 

Staff will be able to use mobile 
technology to undertake their tasks 
meaning they can update job or 
customer records or order parts 
without needing to come back to the 
office. 

Staff are more 
efficient 

Housing 
Operations 
Manager 

Jan 2019 March 2020 Planned  
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 Actions 2018/23 

Outcome Action Description Planned Outcome Owner(s) Start End Status Update 

 

 

Internal end to end 
transactions are 
automated 

Office based staff will utilise new 
technologies to ensure end to end 
transactions are automated. 

Transactions are 
seamless 

Performance 
and 
Improvement 
manager 

Jan 2019 March 2021 Planned  

 

 

The number of 
systems used is 
reduced 

The number of systems we use 
will reduce meaning staff will find it 
quicker and easier to do their job. 

The council saves 
money from reduced 
support and 
maintenance costs 

IT manager Jan 2019 March 2021 Planned  

 

 

Digital skills training 
will focus on those 
most in need 

Digital inclusion will be delivered 
for customers in areas of most 
need.  

 

Customers digital 
skills will be 
enhanced 

Adult 
Learning 
Manager 

March 
2019 

March 2021 Planned  

 

 

Further develop web 
based learning and 
development 

Staff access web based learning 
and self service via the intranet 

Staff have 
immediate access to 
help and information 

HR Manager April 2019 March 2021 Planned  

 
Longer term actions 

 

 

Systems are 
integrated 

Customer will only have to tell us 
things once as we join up systems 
and data and they update each 
other automatically. 
 

Systems and data 
sources are joined 
up 

Digital 
Transformati
on Manager 

April 2019 March 2023 Planned   

 

 

Customers will receive  
updates for service 
delivery 

Systems auto generate replies for 
customers to update them. 

 

The council keeps 
customers informed 
about the status of 
their enquiry 

Digital 
Transformati
on Manager 

April 2019 March 2023 Planned  
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 Actions 2018/23 

Outcome Action Description Planned Outcome Owner(s) Start End Status Update 

 

 

Self-service is 
implemented across 
the council 

The options for customers and 
staff to self-serve will be 
expanded. 

 

Self-service options 
are available 

Digital 
Transformati
on Manager 

April 2018 March 2021 Planned  

 

 

Technology Enabled 
Care (TEC) in people’s 
homes will be 
expanded 

Technology Enabled Care (TEC) 
in people’s homes will be 
expanded. 

Vulnerable people 
are protected in their 
homes 

Senior 
Manager 
Social Policy 

April 2019 March 2023 Active  

 

 

Share and use data 
across the council 

Services will share and use data 
from a variety of sources to help 
plan and implement change 

Data sets will be 
shared, 
amalgamated and 
analysed 

 

Performance 
and 
Improvement 
Manager 

April 2018 March 2023 Planned  
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DATA LABEL: PUBLIC      
 

 
 
COUNCIL EXECUTIVE 
 
WEST LOTHIAN JOBS TASK FORCE 
 
REPORT BY HEAD OF PLANNING, ECONOMIC DEVELOPMENT & REGENERATION 

 
 
A. PURPOSE OF REPORT 

 
The purpose of this report is to make council aware of the conclusion of the 5-year 
Economic Growth Plan and the development of a West Lothian Jobs Task Force. 
 
 
 

B. RECOMMENDATION 

 
It is recommended that Council Executive: 
 

1. Notes the investment and jobs created through the Economic Growth Plan. 
 

2. Supports the development of a West Lothian Jobs Task Force. 
 

3. Requires a quarterly report to be provided to D&T PDSP and annually to 
Council Executive. 

 
 

 
C. SUMMARY OF IMPLICATIONS   
 

I Council Values Focusing on our customers' needs; being 
honest, open and accountable; making best 
use of our resources; working in partnership 
 
 

 
II Policy and Legal 

(including Strategic 
Environmental 
Assessment, Equality 
Issues, Health or Risk 
Assessment) 

Continued working with Legal Services and 
Finance colleagues to ensure compliance and 
budgetary control. 

 
III Implications for 

Scheme of Delegations 
to Officers 

Update Scheme of Delegation to give Head of 
Planning, Economic Development & 
Regeneration delegated authority over the 
Jobs Task Force budget. 

 
IV Impact on performance 

and performance 
Indicators 

None 
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D2  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
D3 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Monitor the remainder of the EGP monies 
 

To date, Economic Development has supported projects with a value of over 
£24.42 Million.  Our contribution to this has been £6.13 Million.  This targeted 
support has created more than 1,274 new jobs from completed projects.  
 
In addition 450 ex-Vion staff were supported with English language training.  In 
summary, over 1,700 individuals have been supported with training or employment. 
 
Scottish Enterprise (SE) total spend in support of West Lothian located companies 
since the commencement of the Economic Growth Plan has now increased to 
£17.6m (end of December 2017).  The related forward commitments figure will add 
a further £2.95m, bringing Scottish Enterprises funding total to £20.55m.  SE has 
helped create a further 1,600 jobs. 
 
At present we are working with a diverse mix of growing companies on approved 
projects.  These approved projects have eligible costs totalling £9.91 Million. Our 
contribution is over £2.35 Million.  For this we anticipate creating a further 460 jobs 
within 12-24 months to build upon the 1,280 new jobs already created.  
 
The emphasis of much of the direct company support during this phase of delivery 
is on up-skilling and training development.  We are actively prospecting for further 
applications for approximately £1.50 Million.  This will help over 40 firms and 
support further job creation and skills development.   
 
This is important as it helps strengthen our businesses making them more 
competitive in domestic and wider markets.  We recognise this is increasingly 
important with major change and uncertainty around European and wider markets.  
 
Training support also creates more opportunity for entry-level roles. The direct 
benefit of this is helping our young people to identify and secure employment and 
early-stage career opportunities. 
 

It is important that we build on the achievements to date of the EGP.  A key element 
of that is building on the reputation of West Lothian as a can-do, business friendly 
investment location.  A professional and appropriately-resourced Place marketing 
strategy can help us to do that. A budget from the remaining EGP monies should be 
allocated for this purpose. 
 
 
 
Scrutinise the work of Business Gateway 
 

Business Gateway is a Scotland-wide programme which is delivered locally, 
tailored to economic need.  In West Lothian, Business Gateway is part of the 
Economic Development and Regeneration service.   
 
Business Gateway has two distinct areas of focus.  It helps over 400 local people 
each year to start-up in business. These businesses add over £20 Million to the 
local economy every year. This creates 550-600 new jobs per annum. 
 
In addition, Business Gateway works with existing firms on their growth and change 
plans.  Key themes include funding, new premises, strategy, market development 
and jobs growth.  These firms range from those employing 5+ staff to our largest 
employers including Shin Etsu and Mitsubishi. 
 
Business Gateway will continue to support firms start, grow and locate in to West 
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WLJTF will also help ensure that economic partners are aligned to deal with the 
economic challenges of the future. 
 
 
It is recommended that Council Executive notes the investment and jobs created 
through the Economic Growth Plan; and, supports the development of a West 
Lothian Jobs Task Force 
 
 

 
F. BACKGROUND REFERENCES 

Nil 
 
Appendices/Attachments:  Nil 

 

Contact Person: Alice Mitchell, Economic Development & Regeneration Manager.  Tel  01506 

283079 alice.mitchell@westlothian.gov.uk    

 

Craig McCorriston 

Head of Planning, Economic Development & Regeneration 

12 June 2018  
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DATA LABEL: PUBLIC                                     
 

 
 
 
COUNCIL EXECUTIVE 
 
TOWN CENTRE IMPROVEMENT: STREET LIGHTING AT COURT SQUARE, 
LINLITHGOW 
 
REPORT BY HEAD OF PLANNING, ECONOMIC DEVELOPMENT & REGENERATION 
 
 
A. PURPOSE OF REPORT 

 
The purpose of this report is to advise the Council Executive of proposals to replace 
the previous street lighting at Court Square, Linlithgow and to agree the details of the 
lighting columns and lanterns to be installed.   
 

 
B. RECOMMENDATION 

 
It is recommended that the Council Executive:  
 

1. notes the intention to replace the street lighting columns and lanterns at Court 
Square; 

2. notes that listed building consent has been granted for the replacement 
columns and lanterns; and 

3. agrees that officers should move forward with installing the columns and 
lanterns as detailed in the listed building consent for the works. 
 

 
C. SUMMARY OF IMPLICATIONS   
 

I Council Values 

 

  
Focusing on our customers' needs; being 
honest, open and accountable; making best       
use of our resources; working in 
partnership. 

 
II Policy and Legal (including 

Strategic Environmental 
Assessment, Equality Issues, 
Health or Risk Assessment) 

The necessary consents are in place for 
replacing the lighting columns.  

The proposal does not raise any strategic 
environmental assessment, equality, health 
or risk issues. 
  

 III Implications for Scheme of 
Delegations to Officers 

None. The Head of Planning Economic 
Development & Regeneration has 
delegated authority to manage town centre 
budgets. However, in line with the scheme 
of delegation that delegated authority 
cannot be exercised where a local member 
objects to the proposed decision of the 
official. In these circumstances the matter 
must be sent to committee for a decision. 
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IV Impact on performance and 

performance Indicators 

 
None   

 
V Relevance to Single Outcome 

Agreement 

 
Outcome 4 - We live in resilient, cohesive 
and safe communities.  

Outcome 8 - We make the most efficient 
and effective use of resources by 
minimising our impact on the built and 
natural environment.  

 
VI Resources - (Financial, Staffing 

and Property) 

 
Budget provision exists for the originally 
specified works in the 2018/19 financial 
year.  

 
VII Consultations at PDSP  The matter has not been considered by a 

PDSP. 
 
 
 
 

VIII Other consultations 
 
The Listed Building Consent application was 
the subject of statutory consultation. The 
proposals for replacement lighting have also 
been discussed at the Linlithgow and 
Linlithgow Bridge Town Management 
Group; Finance and Property Services; 
Operational Services 

 
 
D. 

 
 
TERMS OF REPORT 
 

 

D1 Background 
 

 

 The plans for the refurbishment of the Former County Buildings in Linlithgow to create 
the Linlithgow Partnership Centre Tam Dalyell House included proposals to replace 
the heritage street lighting on Court Square. Prior to the commencement of the 
refurbishment, there had been a number of problems with the reliability of the existing 
columns and lanterns together with the cabling which supplied them from County 
Buildings. It was agreed that the best way to resolve these issues would be for the 
street lighting to be incorporated within the public street lighting network. However, this 
could not be achieved using the existing columns and lanterns as these did not meet 
the necessary standards for them to be adopted. As a result a scheme was designed 
using replacement heritage style columns and fittings which overcame all of these 
difficulties.  
 
Listed Building Consent was granted for the replacement of the columns and lanterns 
in July 2016. That consent only covered the four street lights on the east side of Court 
Square and a subsequent application to replace the single column on the west side of 
the road with two new matching columns and lanterns was received in November 
2017.  The details of the approved columns are shown in Appendix A to this report. 

  
Subsequent to consent being granted for the replacement lighting some concern was 
expressed by community groups concerning the proposed use of new heritage lighting 
as opposed to retention of the original street lights. The matter was subsequently 
discussed at the Linlithgow Town Management Group and this resulted in a request 
for town centre management funding to allow the previously existing lanterns to be 
refurbished and affixed to replacement columns. The cost of this work has been 
quoted at between £2825 and £4800.  
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F. BACKGROUND REFERENCES 

 
 

 None 
 

 Appendices: One Lighting columns as approved in the Listed Building Consent 
Application 

 
 
Contact Person: Craig McCorriston, Head of Planning Economic Development & 
Regeneration. Tel. 01506 282430  Email: craig.mccorriston@westlothian.gov.uk 
 
 
Craig McCorriston  
Head of Planning, Economic Development & Regeneration 
 
12 June 2018 
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DATA LABEL: PUBLIC      
 

 
 
COUNCIL EXECUTIVE 
 
HEALTH AND SAFETY SERVICE PLAN 2018/2019 
 
REPORT BY HEAD OF PLANNING, ECONOMIC DEVELOPMENT & REGENERATION 

 
 
A. PURPOSE OF REPORT 

 
The purpose of this report is to make the Council Executive aware of the obligation 
upon the council to approve an annual health and safety service plan, and to seek 
approval for the Health and Safety Service Plan 2018/2019. 
 

B. RECOMMENDATION 

 
It is recommended that the Council Executive: 
 
1. notes the content of the report and accompanying Health and Safety Service 

Plan; and 
 

2. approves the Health and Safety Service Plan 2018/19. 
 
 
C. SUMMARY OF IMPLICATIONS   
 

I Council Values 
 
Focusing on our customers' needs; being 
honest, open and accountable; making best use 
of our resources; working in partnership. 

 
II Policy and Legal (including 

Strategic Environmental 
Assessment, Equality 
Issues, Health or Risk 
Assessment) 

Health and Safety at Work etc. Act 1974, 
Section 18, National Local Authority 
Enforcement Code requires local authorities to 
develop and approve an annual health and 
safety service plan. 

The Public Health (Scotland) Act 2008 places a 
duty on the NHS Lothian to produce a joint 
health protection plan in collaboration with 
relevant local authorities. 

The plan does not require a strategic 
environmental assessment. The plan deals with 
issues of equality and risk. 

 
III Implications for Scheme of 

Delegations to Officers 
There are no implications for the scheme of 
delegation. 

 
IV Impact on performance and 

performance Indicators 
The Health and Safety Service Plan identifies 
how work will be prioritised to ensure a high 
level of performance in work that has greatest 
impact on protecting public health. 
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OVERVIEW��
��
In��order��to��meet��the��requirements��of��the��National��Local��Authority��Enforcement��Code��
(national��code),��West��Lothian��Council��is��required��to��develop��and��approve��an��annual��health��
and��safety��service��plan.��The��national��code��is��given��legal��effect��under��Section��18��of��the��
Health��and��Safety��at��Work��etc.��Act��1974.����
��
The��plan��outlines��how��health��and��safety��will��be��monitored��and��enforced��within��West��
Lothian��businesses.��Whilst��the��main��responsibility��for��ensuring��health��and��safety��remains��
with��the��businesses��and��individuals��who��create��the��risk,��environmental��health��officers��have��
a��statutory��duty��in��ensuring��effective��risk��management,��supporting��businesses,��protecting��
the��West��Lothian��community,��and��contributing��to��the��wider��public��health��agenda.����
��
The��service��plan��covers:��

�x service��aims��and��objectives;��
�x authority��background;��
�x service��delivery;��
�x partnership��and��working��with��others;��
�x staff��development��and��performance��management;��
�x quality��assessment;��and��
�x service��plan��review.��

��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��

A��safe��working��environment�� is��something��many��would�� take�� for��
granted.��There��is��unfortunately��significant��confusion��created��by��those��
who��use��health��and��safety��as��an��excuse��to��avoid��any��type��of��risk.��Very��
little ��of��this��has��any��bearing��on��real��issues��of��health��and��safety��and��the��
necessary��controls��which��should��be��in��place��to��protect��workers��and��
members��of��the��public.��Ridiculous��health��and��safety��excuses��grab��
headlines��whilst��essential��work��in��protecting��workers��and��the��public��
goes��largely��unnoticed.��Local��authority��enforcement��officers��and��the��
Health��and��Safety��Executive��have��shared��responsibility��for��ensuring��
public��and��worker��protection��throughout��the��UK.��The��consequences��of��
workplace��accidents,��ill��health��and��fatalities��are��a��significant��burden��
on��public��health��and��the��economy.��Sensible,��proportionate��and��firm��
management��of��health��and��safety��is��essential��for��everyone’s��benefit.��
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SECTION��1��~��SERVICE��AIMS��AND��OBJECTIVES��
��
1.1���� Corporate��Plan��&��Single��Outcome��Agreement��Links��
��
Priority��7:��Delivering��positive��outcomes��on��health.��
Priority��8:��Protecting��the��built��and��natural��environment.��
(web��link��https://www.westlothian.gov.uk/article/1952/Corporate�rPlan��)��
SOA7��We��live��longer,��healthier��lives��and��have��reduced��health��inequalities.����
��
1.2���� Commitment��
��
Our��commitment��is��to��protect��and��enhance��the��health,��safety��and��welfare��of��people��living��
and��working��in��West��Lothian��by��ensuring��risks��in��the��changing��workplace��are��properly��
controlled.��
��
In��delivering��this��service��plan��we��acknowledge��and��contribute��across��the��six��strategic��
themes��of��‘Helping��Great��Britain��Work��Well’��–��HSE,��Health��and��Safety��Strategy:��
��

�x Encouraging��and��recognising��improvements,��being��increasingly��joined��up��to��deliver��
improved��outcomes��and��minimise��unnecessary��burdens��on��businesses;����

�x Continuing��to��promote��the��risk�rbased,��goal�rsetting��regulatory��regime��that��has��served��
health��and��safety��in��Great��Britain��so��well;����

�x Working��with��partners��in��the��system��to��make��workplaces��safer��and��healthier,��
providing��a��level��playing��field��for��responsible��employers��with��regulators��and��co�r
regulators,��by��advising,��promoting,��and��where��necessary,��enforcing��good��standards��
of��risk��control;����

�x Using��proportionate,��risk�rbased��regulation��to��support��better��outcomes,��innovation��
and��the��safe��use��of��new��technologies;����

�x Developing��services��and��products��that��contribute��to��improved��management��and��
control��of��risks,��sharing��our��knowledge,��and����

�x Continuing��the��dialogue��and��conversation��with��stakeholders��to��make��the��system��
better,��always��looking��to��provide��simple,��pragmatic��advice��and��support.����

��
A��safe��and��healthy��working��environment��also��contributes��to��the��health��and��wellbeing��of��the��
population��within��West��Lothian.��This��is��recognised��within��the��Joint��Health��Protection��Plan��
for��Lothian��agreed��by��NHS��Lothian,��and��West��Lothian��Council,��City��of��Edinburgh��Council,��
East��Lothian��Council��and��Midlothian��Council.����
��
1.3�� Our��priorities����
��
The��service��has��to��be��delivered��on��a��priority��basis.��This��reflects��the��nature��of��the��work��
undertaken��and�� that�� the��service��cannot��be��divided��up�� into��uniform��time��units�� for��



                                    3 

2018/2019 
 
Health and Safety Service Plan 
 
 

 
 
 
 
 

The��Costs��of��Health��and��Safety��

The��financial��and��human��costs��of��work��related��illness��and��injury��are��vast��and��impact��individuals,��
businesses��and��taxpayers.��In��2015/2016��the��cost��to��the��UK��was��£14.9��billion.��The��largest��costs��
impact��on��the��individuals��effected,��not��just��in��terms��of��financial��cost��but��quality��of��life��or��loss��of��
life.��The��impact��is��valued��at��£8.6��billion.��The��cost��to��employers��is��£2.9��billion,��and��the��tax��payer��
costs��are��£3.4��billion.����

http://www.hse.gov.uk/statistics/cost.htm ����

completing�� tasks.�� Each�� inspection,�� accident,�� and�� service�� request�� will�� have�� its�� own��
complexity��and��issues��which��determine��the��amount��of��work��and��time��required��to��address.������
��
The��priorities��are��based��on��both��reactive��and��proactive��work��and��the��potential��public��health��
impact��of��each.��Delivery��of��service��priorities��will��be��within��the��context��of��resources��available��
and��staff��skills,��knowledge,��experience��and��capacity.��
��
Service��priorities��have��been��established��to��ensure��the��best��practical��service��in��addressing��
the��safety��and��public��health��needs��of��our��communities.��They��also��reflect��guidance��issued��by��
the��Health��and��Safety��Executive��in��regard��to��prioritising��safety��inspections,��interventions��
and��enforcement��activity.��Service��priorities��are��outlined��in��Appendix��3.��
��

��
����SECTION��2��~��AUTHORITY��BACKGROUND��
��
2.1���� Profile��
��
West��Lothian��is��a��mixed��rural��and��urban��authority��covering��a��geographical��area��of��42,504��
Ha.��The��population�� is��approximately��180,130*.��The��Environmental��Health��&��Trading��
Standards��service��is��located��in��Linlithgow��Partnership��Centre,��Linlithgow.��There��are��2443**��
premises��within��the��area��ranging��from��offices,��retailers,��service��sector,��warehouses,��leisure��
and��public��events.��(*National��Records��of��Scotland��mid�ryear��estimate��2016,��**As��of��01/04/18)��
��
2.2���� Organisational��Structure��
��
The��service��structure��is��as��per��appendix��1.��The��plan��will��be��delivered��by��officers��within��the��
commercial��team.��
��
The��commercial��team��is��part��of��the��Environmental��Health��&��Trading��Standards��service��which��
is��part��of��Planning,��Economic��Development��and��Regeneration.��
��
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2.3���� Scope��of��the��Service��
��
The��scope��of��the��service��is��outlined��as��follows:��
��

�x To��inspect��business��premises��within��West��Lothian,��in��accordance��with��recognised��
inspection��frequencies��in��order��to��secure��a��safe��and��healthy��workplace��environment��
in��accordance��with��relevant��legislation,��approved��codes��of��practice,��EC��directives��and��
other��initiatives;��

��
�x To��investigate��accidents,��work�rrelated��diseases��and��dangerous��occurrences��reported��

to�� the��service,��as��required��by�� the�� local��accident�� investigation��criteria,�� taking��
enforcement��action��where��necessary��and��giving��advice��as��appropriate;��

��
�x To��react��to��public��and��business��complaints��and��enquiries��in��relation��to��health,��safety��

and��welfare��within��West��Lothian��workplaces;��
��

�x To��provide��health,��safety��and��welfare��advice��and��guidance��and��to��ensure��compliance��
of��new��business��and��businesses��transferred��to��new��owners;����

��
�x To��ensure��activities��that��are��necessary��to��support,��compliment��and��develop��the��work��

of��the��health��and��safety��service��are��carried��out;��and��
��

�x To��prepare��relevant��reports,��statistical,��and��other��relevant��information��to��local��
businesses��and��other��service��units��within��West��Lothian��Council,��Central��Government,��
professional��bodies��and��any��other��interested��parties��as��appropriate.����

��
2.4�� Demands��on��the��Service��
��
The��service��shares��enforcement��and��regulatory��responsibilities��for��health��and��safety��with��
the��Health��and��Safety��Executive.��The��main��demands��on��the��service��are��driven��by��routine��risk��
rated��inspections��and��interventions,��accident��reports��and��investigations,��and��concerns��and��
requests��for��service��regarding��health��and��safety.��The��term��health��and��safety��has��taken��on��a��
very��negative��and�� trivialised�� interpretation��due�� to�� risk��averse��and��claims��conscious��
organisations��using��it��as��a��broad��brush��excuse��for��avoiding��certain��activities.��However,��the��
real��issues��which��officers��have��to��address��in��protecting��public��health��include:��
��

�x Prevention��of��serious��and��fatal��accidents.��
�x Preventing��injuries��from��falls��from��height,��slips��trips��and��falls,��manual��handling��and��

upper��limb��disorders.��
�x Preventing��exposure��to��harmful��substances��(chemicals,��asbestos,��fine��particulates,��

carbon��monoxide��etc.)��
�x Preventing��injuries��from��vehicles��and��machinery��(e.g.��fork��lift ��trucks).��
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�x Preventing��health��impact��issues��(asthma,��dermatitis,��infectious��diseases,��legionella,��
stress,��violence��etc.)��
��

Services��are��available��from��8.30am��to��5.00pm��Monday��to��Thursday��and��8.30am��to��4.00pm��
Friday.��The��team,��however,��has��to��accommodate��working��out��with��these��times��due��to��
operating��times��of��businesses.��On��occasion��evening��and��early��morning��work��is��necessary��to��
carry��out��the��inspection��and��intervention��programmes.��There��is��generally��no��proactive��work��
for��events��at��weekends.��Emergency��contact��details��have��been��provided��to��appropriate��
partner��agencies��in��regards��to��incident��management��should��these��occur��out��with��normal��
working��hours.��
��
There��is��a��regular��turnover��in��many��of��the��businesses��with��new��owners��and��changes��in��
operation��of��the��business.��In��the��last��five��years��there��has��been��a��7.2%��increase��in��registered��
food��businesses��(25%��in��the��last��10��years).��However,��the��overall��business��profile��for��health��
and��safety��enforcement��has��reduced��by��3.2%.��
��
In�� line��with��the��enforcement��policy,��officers��are��required,��when��necessary,��to��take��
appropriate��enforcement��action.��This��may��include��service��of��notices,��prohibition��of��activities��
and��equipment,��and��reports��to��the��Procurator��Fiscal��leading��to��prosecutions��and��time��in��
court.����
��
The��principles��of��better��regulation��have��been��a��key��aspect��of��how��the��service��is��delivered��for��
a��number��of��years.��As��well��as��workplace��safety��inspections��and��interventions,��officers��in��the��
commercial��team��will��also��carry��out��a��number��of��food��safety��and��smoking��enforcement��
inspections.��This��is��done��to��ensure��best��use��of��resources��and��avoid��unnecessary��additional��
visits��to��premises.��It��is��encouraging��to��note��the��positive��feedback��from��business��consultation��
exercises��in��relation��to��their��experience��of��inspections��and��enforcement��activities.����
��
It��is,��however,��vitally��important��to��remember��that��the��principal��purpose��of��the��service��in��
West��Lothian��is��public��health��protection.��In��previous��years��a��number��of��changes��were��made��
to��the��approach��taken��to��inspections��e.g.��prioritisation��of��workload,��changes��in��inspection��
reporting��and��recording,��changes��to��inspection��and��workload��allocation��and��geographical��
distribution,��better��use��of��flexible��working��and��council��buildings.��Further��streamlining��of��the��
service��will��be��required��during��2018��and��beyond.��We��will��ensure��that��attention��continues��to��
be��given��to��positive��outcomes��irrespective��of��the��breadth��of��service��provision��in��future.��
Some��of��these��issues��are��highlighted��in��6.3.����
��



                                    6 

2018/2019 
 
Health and Safety Service Plan 
 
 

 
 
 
 
 

The��Importance��of��Health��and��Safety��to��Business��

A��survey��of��employees��and��employers��by��the��Health��and��Safety��Executive��highlighted��the��
importance��of��health��and��safety��in��the��workplace.��Employers��tended��to��see��the��importance��
more��acutely��than��employees��in��many��cases��(where��other��work��considerations��were��a��higher��
priority)��–��however��this��may��be��reflective��of��the��general��sense��that��workplaces��are��in��the��main��
safe��and��controlled��environments.��There��were��however��a��number��of�� responses�� from��
employees��which��raised��concerns��that��their��current��working��environments��were��not��safe.��
Although��a��smaller��percentage��it��still��amounts��to��a��significant��number��of��workplaces��if��
translated��across��the��whole��of��the��UK.��

The��majority��of��employers��say��that��health��and��safety��requirements��benefit��their��company��as��a��
whole��(73%),��save��money��in��the��long�rterm��(64%)��and��defend��them��against��unjustified��
compensation��claims��(57%).��Most��employers��also��disagree��with��the��contentions��that��health��
and��safety��requirements��hamper��their��business��(78%)��and��are��biased��against��small��businesses��
(54%).��

The��response��from��West��Lothian��business��customers��has��always��been��favourable��for��any��
contact��with��officers��from��this��service.��Customer��survey��responses��are��outlined��in��appendix��5.��

https://www.ipsos.com/sites/default/files/migrations/en-uk/files/Assets/Docs/Archive/Polls/hse.pdf  

��
2.5���� Enforcement��Policy��
��
In��terms��of��the��national��local��authority��enforcement��code��the��service��has��a��written��
enforcement��policy��which��has��been��approved��by��the��Council.��The��policy��has��undergone��an��
equality��impact��assessment,��and��is��followed��by��officers.��The��policy��has��also��been��cited��as��a��
good��example��in��the��recently��approved��Scottish��Regulators��Code��of��Practice.��A��copy��of��the��
policy��is��available��to��anyone��on��request��and��is��also��available��on��the��West��Lothian��Council��
website.��(http://www.westlothian.gov.uk/environmental�rhealth)����
��
��
SECTION��3��~��SERVICE��DELIVERY��
��
Officers��in��the��commercial��team��contribute��to��the��development��and��implementation��of��this��
plan.��This��section��outlines��areas��of��work��to��which��they��contribute.����
��
In��order��to��meet��ever��changing��demands,��the��service��is��always��looking��at��ways��of��working��
most��effectively.��Performance��management��is��a��key��factor��in��ensuring��this��can��be��achieved��
(see��section��4.4).��The��quality��of��the��service��delivered��is��essential��in��protecting��public��health,��
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and��the��service��is��working��to��ensure��that��everyone��plays��a��part��in��delivering��the��best��service��
possible.����
��
3.1���� Inspections��and��interventions������
��
There��are��currently��2442��businesses��and��work��places��within��West��Lothian��which��are��
allocated��to��the��service��for��the��purpose��of��monitoring��and��enforcing��health��and��safety.����
Inspections��and��interventions��are��determined��in��line��with��the��national��local��authority��
enforcement��code��and��LAC��67/2��(rev��7)��issued��by��the��Health��and��Safety��Executive.��An��
annual��inspection��and��intervention��policy��is��outlined��in��appendix��2��and��is��based��on��national��
and��local��priorities��for��health��and��safety.��
��
To��ensure��best��use��of��resources,��inspections��and��interventions��are��linked,��where��possible,��to��
the��food��safety��inspections��due��and��are��set��as��an��internal��performance��indicator.��Non�rfood��
premises��will��be��targeted��in��a��way��which��is��proportionate��to��the��relevant��risk��nature��of��the��
business.��This��will��range��from��full��and��unannounced��inspections,��to��targeted��issue��specific��
interventions,��interventions��for��officer��development��purposes,��and��general��advisory��letters��/ ��
communications��to��the��very��lowest��risk��establishments.��
��
Officers��will��also��have��an��input��to��on��site��safety��at��public��events.��There��will��be��input��through��
discussion��with��organisers,��the��licensing��process��and��meetings��with��other��council��services.����
��
Premises��profiles��and��intervention��information��is��outlined��in��appendix��3.����
��
3.2���� Accidents��–��investigation��/ ��prevention��
��
There�� is��a��statutory��duty��on��employers�� to�� report�� injuries,��diseases��and��dangerous��
occurrences��within�� certain�� criteria��and�� timeframes.��A�� risk��based��and��proportionate��
approach��is��taken��by��the��service��to��the��investigation��of��any��reports��received.��It��is��often��said��
that��accidents��just��happen,��however��that��is��not��true��and��the��reality��is��that��every��accident��
has��a��cause.��The��nature��and��frequency��of��the��issues��reported��is��used��to��help��identify��local��
priorities��for��intervention,��and��any��more��immediate��follow��up��response��required.��
��
A��key��part��of��any��inspection��or��intervention��is��to��identify��the��approach��being��taken��by��
business��operators��and��staff��to��reduce��the��likelihood��of��accidents��and��address��any��issues��
resulting��from��these��engagements��with��businesses.����
��
Information��on��accidents��reported��in��West��Lothian��is��found��in��Appendix��3.��
��
��
��
��
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3.3���� Requests��for��service��and��concerns��regarding��safety��
��
Officers��will��investigate��concerns��raised��by��employees��or��others��regarding��health��and��safety��
in��West��Lothian��premises.��The��nature��of��concerns��can��vary��from��failure��to��provide��basic��
welfare��provisions��for��staff,��to��serious��concerns��regarding��dangerous��working��practices.����
��
These��will��be��responded��to��on��a��priority��basis.��Appendix��4��has��a��breakdown��of��business��
types��and��risk��bands��in��relation��to��service��requests��received.��This��information��will��help��
inform��local��elements��of��the��health��and��safety��intervention��policy.��
��
3.4���� Advice��and��support��to��Business����
��
All��officers��will��be��involved��in��giving��advice��to��businesses��on��workplace��safety��issues��as��part��
of��routine��visits.��Advice��can��also��be��given��to��new��businesses.��This��is��an��important��aspect��of��
work��as��it��helps��to��ensure��that��businesses��which��request��help��can��be��set��up��complying��with��
the��necessary��legal��requirements.��It��has��been��established��as��one��of��our��priorities��for��higher��
risk��businesses��and��fits��the��model��of��targeting��upstream��intervention.��
��
��
��
��
��
��
��
��
��
��
The�� ongoing�� work�� with�� established�� businesses�� is�� assisted�� by�� a�� number�� of�� helpful��
information��sheets,��guidance��booklets,��and��other��educational��resources.��A��great��deal��of��
useful��information��is��available��on��the��Health��and��Safety��Executive��website,��and��through��
organisations��such��as��Healthy��Working��Lives.��The��service��web��pages��provide��links��to��these��
and��other��web��sites.��
��
3.5���� Primary��Authority��Partnership��
��
West��Lothian��Council��has��no��formal��agreements��in��place��to��act��as��a��primary��authority��
partner.��
��
There��are��however��a��number��of��national��companies��trading��in��West��Lothian��who��have��made��
such��arrangements��with��an��appropriate��local��authority,��and��due��consideration��is��given��to��
the��context��of��these��partnership��arrangement��in��terms��of��our��interventions��and��potential��
enforcement��activity.��

The��service��recognises��that��a��well��run��and��viable��business��will ��most��likely��be��a��safe��
business.��Officers��will ��direct��business��owners��to��support��and��help��from��colleagues��
working��through��Business��Gateway.��Information��sheets��are��left��at��every��inspection��
with��details��of��where��businesses��can��get��further��help��and��support��in��this��and��other��
aspects��of��workplace��safety.��This��all��works��towards��protecting��public��health��and��
reducing��the��financial��impact��of��compliance��on��businesses.��
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��
3.6���� Liaison��with��Other��Organisations����
��
It��is��important��to��realise��that��the��commercial��team��does��not��work��in��isolation��from��other��
internal��services��or��external��organisations.��Internally,��the��team��works��with��planning,��
building��standards,��economic��development,�� licensing,�� legal,��occupational��health,��and��
corporate��communications,��to��provide��a��joined��up��service.����
��
The��national��code�� requires�� local��authorities�� to��work�� together,�� liaise��and��carry��out��
appropriate�� peer�� review�� in�� terms�� of�� ensuring�� consistent�� application�� of�� statutory��
requirements��and��aspects��of��the��national��code��itself.��West��Lothian��Council��is��part��of��the��
Lothian��and��Borders��Health��and��Safety��Liaison��Group.��This��group��meets��approximately��4��
times��a��year��and��group��members��will��continue��discussion��through��email��and��other��forms��of��
communication��to��ensure��shared��understanding��and��consistency��of��application��on��various��
issues.��The��group��also��has��representation��from��the��Health��and��Safety��Executive,��and��
discussions��can��take��place��with��the��designated��local��authority��unit��staff��as��and��when��
required.��
sits��to��businesses��
SECTION��4��~��RESOURCES��
��
4.1���� Financial��Allocation��
��
There��is��no��specific��budget��allocation��for��delivery��of��the��health��and��safety��service.��The��
service��delivery��is��shared��by��officers��within��the��commercial��team��along��with��delivery��of��
other��environmental��health��functions.��This��includes��delivery��of��the��food��service��plan.��
��
West��Lothian��has��the��second��lowest��costs��per��1,000��population��for��environmental��health��
(Scottish��average��is��£16,117,��and��West��Lothian��is��£8,460��–��figures��from��Local��Government��
Benchmark��Framework��2016/2017).��There��will,��however,��be��some��variability��between��local��
authorities��in��terms��of��the��level��of��service��delivered.��
��
4.2���� Staffing����
��
The��service��is��staffed��as��per��the��structure��indicated��in��appendix��1.��
��
The��current��FTE��allocation��available��for��service��delivery��is��1.25��officers.��However,��currently��7��
members��of��staff��are��authorised��and��contributing��to��the��workload��along��with��other��
environmental��health��functions.��
��
Health��and��safety��is��only��one��element��of��the��role��of��environmental��health.��The��pressures��on��
the��whole��service��increase��year��on��year��with��changes��in��legislation,��increasing��population��
and��demand��on��the��service��having��to��be��managed��on��a��priority��basis.��We��are��therefore��
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targeting��priority��areas��of��work,��delivering��aspects��of��the��service��differently,��reducing��or��
removing��aspects��previously��delivered,��and��continuing��to��work��as��effectively��as��possible��to��
protect��public��health.����
��
4.3���� Staff��Development��Plan����
��
As��per��the��national��code��and��the��Health��and��Safety��at��Work��etc.��Act��1974,��the��service��has��a��
statutory��duty��to��“make��adequate��arrangements��for��enforcement”��and��to��legally��appoint��
suitably��qualified��officers.��The��service��has��to��ensure��that��officers��have��suitable��and��ongoing��
competence��in��order��to��exercise��duties��and��powers��in��terms��of��the��Act.����
��
'Section��26��of��the��Health��and��Safety��at��Work��etc.��Act��1974’��allows��local��authorities��to��
indemnify��inspectors��appointed��under��that��Act��under��specified��circumstances.��It��is��the��
policy��of��this��authority��to��indemnify��inspectors��appointed��under��that��Act��against��the��whole��
of��any��damages��and��costs��or��expenses��which��may��be��involved,��if��the��authority��is��satisfied��
that��the��inspector��honestly��believed��that��the��act��complained��of��was��within��their��powers��and��
that��their��duty��as��an��inspector��entitled��them��to��do��it,��providing��the��inspector��was��not��
wilfully��acting��against��instructions.'��
��
Training��and��development��needs��are��therefore��assessed��during��individual��Appraisal��and��
Development��Review��meetings��held��in��accordance��with��the��council’s��Investor��in��People��
accreditation,��and��during��monthly��1�r2�r1��meetings��with��line��manager.����
��
It��is��also��recognised��that��knowledge��and��awareness��of��different��sectors,��work��activities��and��
processes��needs��to��be��maintained.��As��the��national��focus��for��inspections��and��interventions��
has��changed��this��has��reduced��the��onsite��activity��of��officers��to��maintain��familiarity��and��
experience��in��a��number��of��areas.��This��has��potential��consequences��for��competence��of��
officers��in��addressing��serious��issues��should��they��arise.��Therefore��the��interventions��plan��for��
West��Lothian��will��aim��to��ensure��that��interventions��within��different��business��sectors��and��
activities��continue��to��ensure��officer��skills,��knowledge��and��competence��is��not��lost.��
��
A��health��and��safety��competency��framework��for��officers��is��being��developed��to��help��give��
more��detail��to��skills��and��knowledge��pertinent��to��the��different��work��areas.��This��was��
produced��in��support��of��national��guidance��–��the��Regulators��Development��Needs��Assessment��
(RDNA).��It��will��provide��officers��with��links��to��necessary��legislation,��guidance,��technical��
information,��scientific��papers��etc.��and��will��continue��to��develop��over��time.��The��framework��is��
also��being��extended��to��other��areas��of��the��environmental��health��service.��
��
��
��
��
��
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4.4���� Performance��Management����
��
Everyone��working��within��the��service��has��a��responsibility��for��ensuring��the��delivery��of��the��best��
service��possible.��To��help��deliver��a��positive��and��productive��performance��culture��the��service��
ensures��targets��are��established��which��focus��on��outcomes��and��outputs.����
��
Performance��is��monitored��and��assessed��by��various��methods��and��reported��internally��and��
publically.��Performance��expectations��and��standards��are��outlined��and��reported��in��the��
following��ways:��
��

�x Legislation,��enforcement��and��technical��guidance.��
�x Internal��working��documents��and��procedures��–��e.g.��enforcement��policy,��customer��

service��standards,��council��HR��policies��and��procedures��etc.��
�x Health��and��safety��service��plan.��
�x Internal��monitoring��of��performance��–��e.g.��team��meetings,��one��to��one��discussions,��

monthly��reporting��to��senior��officers,��public��reporting��of��performance��through��
Pentana,��accompanied��visits,��customer��survey��and��service��complaints.��

�x Performance��review��and��personal��development��planning.��
�x Training��and��professional��development��of��officers��and��management.��
�x Reporting��to��external��agencies��–��e.g.��LAE1��to��HSE.��
�x Internal��reporting��to��elected��members��–��performance��committee,��Environment��

PDSP,��Council��Executive.��
��
SECTION��5��~��QUALITY��ASSESSMENT��
��
5.1���� Quality��Assessment����
��
The�� Environmental�� Health�� &�� Trading�� Standards�� service��
participates��in��the��West��Lothian��Assessment��Model.��This��is��
West��Lothian��Council’s��adaptation��of��the��European��Foundation��
for��Quality��Management.��This��is��being��used��to��help��deliver��continuous��improvement��of��the��
service��in��years��to��come.����The��service��is��assessed��as��part��of��the��corporate��Customer��Service��
Excellence��award.��
��
Internal��monitoring��of��procedures��and��customer��feedback��is��also��used��to��assess��the��quality��
of��the��service��provided.��Customer��consultation��is��a��key��development��issue��and��a��customer��
and��business��consultation��survey��is��carried��out��once��a��year.����
��
��
��
��
��
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SECTION��6��~��SERVICE��PLAN��AND��OPERATIONAL��PLAN��REVIEW��
��
6.1�� Review��against��Service��Plan��
��
The��service��plan��will��be��reviewed��in��six��months.��
��
Internal��plans,��policies��and��procedures��are��reviewed��annually,��or��as��and��when��required.��
��
6.2���� Identification��of��any��Variance��from��the��Service��Plan��
��
There��was��a��big��impact��on��the��2017/2018��plan��due��to��staffing��vacancies��within��the��
commercial��team.��There��was��a��re�ralignment��of��workload��across��this��plan��and��the��food��
service��plan��commitments��within��the��team��based��on��a��scheme��of��prioritisation.��This��gave��
priority��to��certain��food��safety��activities.��The��focus��for��health��and��safety��is��mainly��on��routine��
interventions��and��service��request��related��activities.��The��vacant��posts��were��filled��during��
2017/2018��and��this��will��hopefully��allow��for��a��more��positive��outcome��for��the��2018/2019��
work��plan.��
��
The��targeting��of��inspections��and��interventions��has��been��tackled��on��a��priority��basis.��During��
2017/2018��70.7%��of��interventions��were��completed��by��the��target��date.��This��was��a��drop��in��
performance��for��inspections��by��target��date��and��there��was��a��reduced��number��of��on�rsite��
inspections��from��previous��year.����
��
There��was��a��reduced��performance��in��terms��of��response��to��service��requests,��and��there��was��
drop��in��the��number��of��requests��for��service��having��to��be��dealt��with.����
��
There��was��an��increase��in��accidents��reported��to��the��service��from��the��previous��year.��
��
There��was��a��large��increase��in��the��number��of��businesses��being��written��to��rather��than��
receiving��a��site��visit.����
��
The��business��satisfaction��responses��for��those��businesses��we��engage��with��remains��very��
positive.��
��
Performance��and��workload��comparisons��are��made��in��appendix��3.��
��
6.3���� Areas��for��Improvement��/ ��Challenges.��
��
The��following��have��been��identified��as��the��key��challenges��for��2018/2019��and��ongoing:��
��

�x Ongoing��demands��on��officers��from��challenging��premises��and��incidents��in��terms��of��
workplace��safety��and��public��health��issues.��
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�x Ensuring�� that��officers��are��supported,��developed��and��capable��of��dealing��with��
challenging,��time��consuming��and��high��risk��workload.��

�x Ensuring��workload��priorities��are��appropriately��aligned��with��available��resources��to��
deliver��and��maintain��the��best��achievable��levels��of��public��health��protection,��alongside��
a��culture��of��positive��business��engagement.��

�x Managing��customer��expectations��for��service��requests,��accidents��and��incidents��in��line��
with��service��priorities.��

�x Further��development��of��alternative��approaches��to��business��engagement��to��attain��
maximum��benefit��for��the��council��and��businesses,��including��improving��web��content��
information��and��links��to��assist��local��businesses.��

��
All��inspections��and��focused��interventions��for��2018/2019��are��outlined��in��appendix��3.��
��
The��plan��for��2018/2019,��and��beyond,��is��to��ensure��the��service��focuses��resources��at��priority��
areas��of��work,��and��takes��the��correct��action��to��protect��public��health��when��risks��are��
identified.��
��
Appendices:����
��
Appendix��1:��Environmental��Health��and��Trading��Standards��Structure��
Appendix��2:��West��Lothian��Health��and��Safety��Intervention��Policy��and��Matrix��
Appendix��3:��Workload��comparison��and��priorities��
Appendix��4:��Accident��reports��and��service��request��review��
Appendix��5:��Business��customer��satisfaction��
Appendix��6:��Customers��/ ��partners��/ ��stakeholders��
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Appendix��1��–��Environmental��Health��and��Trading��Standards��Structure��(April��2018)��
��
��
��
��
��
��



 

 

Appendix��2��
��
EH&TS��West��Lothian��Council��
Health��&��Safety��Intervention��Policy��&��Matrix��
��
Introduction��
��
The��purpose��of��this��document��is��to��outline��how��officers��will��engage��with��businesses��on��
health��and��safety��matters��whilst��following��LAC��67/2��(Revision��7)��and��the��National��Local��
Authority��Enforcement��Code��(the��code).��The��objective��is��to��promote��safe��and��healthy��
workplaces��by��encouraging��compliance��with��health��&��safety��legislation��through��various��
interventions,��taking��enforcement��action��where��appropriate��and��proportionate.����
��
Local��Authorities��are��required��to��visit��premises��under��various��pieces��of��non�rhealth��&��safety��
legislation.��Where��West��Lothian��Council��also��enforces��health��and��safety��in��these��premises��it��
will��be��an��opportunity��review��the��level��of��health��&��safety��compliance,��having��regard��to��
current��guidance.��Officers��are��expected��to��deal��with��matters��of��evident��concern��or��other��
major��health��&��safety��issues.��Advice��or��guidance��on��general��health��&��safety��matters��may��
also��be��given.��Additionally��where��a��visit��coincides��with��the��due��date��under��the��risk��rating��
scheme,��the��risk��rating��will��be��reviewed��and��where��necessary��re�rrated.����
��
West��Lothian��Council��is��also��required��to��keep��its��premises��database��as��accurate��and��up��to��
date��as��possible.��Regular��contact��with��businesses��is��therefore��essential��and��as��such��all��
premises��due��for��review��under��the��risk��rating��scheme��will��receive��a��mailshot��as��a��minimum��
intervention.��
In��line��with��the��National��Local��Authority��Enforcement��Code��new��business��will��be��provided��
with��an��advisory��visit.��
��
West��Lothian��Council,��and��its��officers,��will��use��health��&��safety��powers��appropriately��and��not��
abuse��powers��of��entry��to��gain��access��to��premises,��or��information,��to��follow��up��non�rhealth��
and��safety��issues.��
��
National��Local��Authority��Enforcement��Code��
��
The��Code��sets��out��what��is��meant��by��‘adequate��arrangements��for��enforcement’.��It��replaces��
the��existing��S18��Standard��and��concentrates��on��the��following��four��objectives:����
��

�x Clarifying��the��roles��and��responsibilities��of��business,��regulators��and��professional��
bodies��to��ensure��a��shared��understanding��on��the��management��of��risk;��

��
�x Outlining��the��risk�rbased��regulatory��approach��that��LAs��should��adopt��with��reference��to��

the��Regulator’s��Compliance��Code,��HSE’s��Enforcement��Policy��Statement��and��the��need��
to��target��relevant��and��effective��interventions��that��focus��on��influencing��behaviours��
and��improving��the��management��of��risk;����

��
�x Setting��out��the��need��for��the��training��and��competence��of��LA��H&S��regulators��linked��to��

the��authorisation��and��use��of��HSWA��powers;��and����



 

 

��
�x Explaining��the��arrangements��for��collection��and��publication��of��LA��data��and��peer��

review��to��give��an��assurance��on��meeting��the��requirements��of��this��Code.����
��
��
LAC��67/2��(Revision��7)�r��Targeting��local��authority��interventions��
��
Summary��of��Appropriate��Interventions��
��
Proactive��Inspections��
��
Proactive��inspection��should��only��be��used��for:��
��

�x Specific��projects/programmes��of��inspection��identified��by��HSE��for��LA��attention��
�x High��risk��premises��/activities��within��the��specific��LA��enforced��sectors��published��by��

HSE��(See��List��of��activities/sectors��for��proactive��inspection��by��LAs);��or��
�x Locally��identified��potential��poor��performers.��This��is��where��specific��local��intelligence��

indicates��that��risks��are��not��being��effectively��managed.��
��
Intervention��Types��(Details��in��LAC��67/2��(Revision��7)��–��Annex��C)��
��
All��premises��will��be��reviewed��at��the��beginning��of��the��financial��year,��and��based��on��nature��of��
establishment,��local��intelligence��and��other��elements��of��LAC��67/2��(Revision��7),��will��be��
allocated��a��suitable��intervention��utilising��appropriate��elements��from��those��outlined��below;��
��

�x Influencing��and��Engaging��with��Stakeholders,��Others��in��Industry��and��Large��
Employers������������������������������

�x Partnership��
�x Motivating��senior��managers��
�x Supply��chain��
�x Design��and��supply��
�x Sector��and��industry�rwide��initiatives��
�x Intermediaries��

�x Engaging��with��the��workforce��
�x Working��with��those��at��risk��

�x Working��with��Other��Regulators��and��Government��Departments��
�x Working��with��other��Regulators��

�x Creating��Knowledge��and��Awareness��of��Health��&��Safety��Risks��and��Encouraging��
Behaviour��Change��

�x Education��and��awareness��
�x Promoting��Proportionate��and��Sensible��Health��and��Safety��

�x Encouraging��compliance��
�x Recognising����compliance��

�x Inspection��and��investigation��
�x Inspection��(as��per��the��code��and��proactive��inspections��above)��
�x Incident��and��ill��health��investigation��(HSE��Incident��Selection��Criteria)��



 

 

�x Dealing��with��issues��of��concern��and��complaints����
�x Enforcement��

�x Enforcement��(WLC,��EH&TS��Enforcement��Policy)��
�x Other��Interventions��

��
� � � �



 

 

 
List of activities/sectors for proactive inspection by LAs – only these activities falling within these 
sectors or types of organisation should be subject to proactive inspection  
No���� Hazards���� High��Risk��Sectors���� High��Risk��Activities����
1���� Legionella��infection���� Premises��with��cooling��

towers/evaporative��
condensers�� 

Lack��of��suitable��legionella��control��measures,��
including��premises��that��have:�� 

�x Not��yet��demonstrated��the��ability��to��
manage��their��legionella��risk��in��a��sustained��
manner,��includes��new��cooling��
towers/evaporative��condensers,��or�� 

�x Relevant��enforcement��action��in��the��last��5��
years��and��have��not��yet��demonstrated��
sustained��control��of��legionella��risk.�� 

 
2���� Explosion��caused��by��

leaking��LPG�� 
Communal/amenity��buildings��
on��caravan/camping��parks��with��
buried��metal��LPG��pipework�� 

Caravan/camping��parks��with��poor��infrastructure��
risk��control/management��of��maintenance�� 

3���� E.coli/��
Cryptosporidium��
infection��esp.��in��
children�� 

Open��Farms/Animal��Visitor��
Attractions�� 

Lack��of��suitable��micro�rorganism��control��measures�� 

4���� Fatalities/injuries��
resulting��from��being��
struck��by��vehicles�� 

High��volume��
Warehousing/Distribution�� 

Poorly��managed��workplace��transport�� 

5���� Fatalities/injuries��
resulting��from��falls��
from��height/��
amputation��and��
crushing��injuries�� 

Industrial��retail/wholesale��
premises 

Poorly��managed��workplace��transport/�� 
work��at��height/cutting��machinery��/lifting��
equipment�� 

6���� Industrial��diseases��
(occupational��
deafness/��
occupational��lung��
disease���r��silicosis)�� 

Industrial��retail/wholesale��
premises�� 

Exposure��to��excessive��noise��(steel��stockholders).�� 
Exposure��to��respirable��crystalline��silica��(Retail��
outlets��cutting/shaping��their��own��stone��or��high��
silica��content��‘manufactured��stone’��e.g.��
gravestones��or��kitchen��resin/stone��worktops)�� 

7���� Occupational��lung��
disease��(asthma)�� 

In�rstore��bakeries��and��retail��
craft��bakeries��where��loose��
flour��is��used��and��inhalation��
exposure��to��flour��dust��is��likely��
to��frequently��occur��i.e.��not��
baking��pre�rmade��products.�� 

Tasks��where��inhalation��exposure��to��flour��dust��
and/or��associated��enzymes��may��occur��e.g.��tipping��
ingredients��into��mixers,��bag��disposal,��weighing��and��
dispensing,��mixing,��dusting��with��flour��by��hand��or��
using��a��sieve,��using��flour��on��dough��brakes��and��roll��
machines,��maintenance��activities��or��workplace��
cleaning.�� 

8���� Musculoskeletal��
Disorders��(MSDs)�� 

Residential��care���� Lack��of��effective��management��of��MSD��risks��arising��
from��moving��and��handling��of��persons�� 

9���� Falls��from��height���� High��volume��
Warehousing/Distribution�� 

Work��at��height����

10���� Manual��Handling���� High��volume����
Warehousing/Distribution����

Lack��of��effective��management��of��manual��handling��
risks����

11���� Unstable��loads���� High��volume����
Warehousing/Distribution����
Industrial��retail/wholesale��
premises4����

Vehicle��loading��and��unloading����

12���� Crowd��management�� Large��scale��public��gatherings�� Lack��of��suitable��planning,��management��and��



 

 

&��injuries/fatalities��
to��the��public����

e.g.��cultural��events,��sports,��
festivals��&��live��music����

monitoring��of��the��risks��arising��from��crowd��
movement��and��behaviour��as��they��arrive,��leave��and��
move��around��a��venue����

13���� Carbon��monoxide��
poisoning����

Commercial��catering��premises��
using��solid��fuel��cooking��
equipment����

Lack��of��suitable��ventilation��and/or��unsafe��
appliances����

14���� Violence��at��work���� Premises��with��vulnerable��
working��conditions��(lone/night��
working/cash��handling��e.g.��
betting��shops/off�r
licences/hospitality)��and��where��
intelligence��indicates��that��risks��
are��not��being��effectively��
managed����

Lack��of��suitable��security��measures/procedures.����
Operating��where��police/licensing��authorities��advise��
there��are��local��factors��increasing��the��risk��of��
violence��at��work��e.g.��located��in��a��high��crime��area,��
or��similar��local��establishments��have��been��recently��
targeted��as��part��of��a��criminal��campaign����

15���� Fires��and��explosions��
caused��by��the��
initiation��of��
explosives,��including��
fireworks����

Professional��Firework��Display��
Operators����

Poorly��managed��fusing��of��fireworks����

��





 

 

Table��1���r��Intervention��Planning��&��Approach��
��
Category�� Comments�� Intervention�� Re�rrate��

Y/N��
Category��A�� Suitable��for��proactive��inspection��

where:����
a)��Activities��within��the��specific��LA��
enforced��sectors��published��by��HSE,��or��
b)��Where��there��is��intelligence��showing��
that��risks��are��not��being��effectively��
managed.*��
May��also��be��considered��for��other��
interventions.��

Identify��the��risk��and��consider��the��use��of��all��interventions��to��address��
that��risk,��including��proactive��inspection.��
Where��a��food��hygiene��inspection��or��other��visit��is��combined,��officers��
will��have��regard��to��matters��of��evident��concern��or��matters��of��potential��
major��concern.��
Interventions��for��officer��development��purposes.***��

Y��

Category��B1�� Premises��in��this��category��are��generally��
not��suitable��for��proactive��inspection,��
however��a��combination��of��the��
remaining��interventions��in��Annex��C��
may��be��used.��
May��be��suitable��for��proactive��
intervention��where:����
a)��Activities��within��the��specific��LA��
enforced��sectors��published��by��HSE,��or��
b)��Where��there��is��intelligence��showing��
that��risks��are��not��being��effectively��
managed.*��

Where��a��food��hygiene��inspection��or��other��visit��is��combined,��officers��
will��have��regard��to��matters��of��evident��concern��or��matters��of��potential��
major��concern.��Where��that��inspection��or��visit��coincides��with��the��due��
date��under��the��risk��rating��scheme,��the��risk��rating��will��be��reviewed��and��
where��necessary��re�rrated.����
Where��no��visit,��for��non��health��&��safety��purposes,��or��other��intervention��
is��planned��and��local��intelligence��shows��risk��concerns��then��a��focused��
advisory��visit��will��be��allocated.��In��other��circumstances��the��business��will��
be��subject��to��the��other��intervention��strategy**.��The��premises��will��be��
re�rrated��with��the��previous��risk��score��for��the��date��of��intervention.����
Interventions��for��officer��development��purposes.***��
��

Y��

Category��B2�� Premises��in��this��category��are��generally��
not��suitable��for��proactive��inspection,��
however��a��combination��of��the��
remaining��interventions��in��Annex��C��
may��be��used.��

Where��a��food��hygiene��inspection��or��other��visit,��officers��will��have��
regard��to��matters��of��evident��concern��or��potential��major��health��&��
safety��concerns.��Where��that��inspection��or��visit��coincides��with��the��due��
date��under��the��risk��rating��scheme,��the��risk��rating��will��be��reviewed��and��
where��necessary��re�rrated.����

Y��



 

 

May��be��suitable��for��proactive��
intervention��where:����
a)��Activities��within��the��specific��LA��
enforced��sectors��published��by��HSE,��or��
b)��Where��there��is��intelligence��showing��
that��risks��are��not��being��effectively��
managed.*��

Where��no��visit,��for��non��health��&��safety��purposes,��or��other��intervention��
is��planned��and��local��intelligence��shows��risk��concerns��then��a��focused��
advisory��visit��will��be��allocated.��In��other��circumstances��the��business��will��
be��subject��to��the��other��intervention��strategy**.��The��premises��will��be��
re�rrated��with��the��previous��risk��score��for��the��date��of��intervention.����
Interventions��for��officer��development��purposes.***��
��

Category��C�� Premises��in��this��category��are��generally��
not��suitable��for��proactive��
intervention,��however��a��combination��
of��the��remaining��interventions��in��
Annex��C��may��be��used.��
��
May��be��suitable��for��advisory��visit��
where��there��is��intelligence��showing��
that��risks��are��not��being��effectively��
managed.*��
��

Where��a��food��hygiene��inspection��or��other��visit,��officers��will��have��
regard��to��matters��of��evident��concern��or��potential��major��health��&��
safety��concerns.��Where��that��inspection��or��visit��coincides��with��the��due��
date��under��the��risk��rating��scheme,��the��risk��rating��will��be��reviewed��and��
where��necessary��re�rrated.����
Where��no��visit,��for��non��health��&��safety��purposes,��or��other��intervention��
is��planned��and��local��intelligence��shows��risk��concerns��then��a��focused��
advisory��visit��may��be��allocated.��In��other��circumstances��the��business��
will��be��subject��to��the��other��intervention��strategy**.��The��premises��will��
be��re�rrated��with��the��previous��risk��score��for��the��date��of��intervention.����
Interventions��for��officer��development��purposes.***��
��

Y��
(where��
premises��was��
due��or��
significant��
change��to��
business��or��
fall��in��
standards)��

New��
Business��

LAs��are��able��to��rate��a��new��premise��by��
desktop��assessment,��an��advisory��visit,��
or��in��exceptional��cases��a��proactive��
inspection.��
Often��the��information��available��in��
relation��to��the��new��premises��will��be��
minimal��and��as��such��a��visit��is��usually��
necessary.������

Advisory��Visit.����
Any��matters��of��evident��concern,��or��matters��of��potential��major��concern��
will��be��addressed��in��line��with��enforcement��policy.��

Y����

Revisits�� Used��to��follow��up��enforcement��action��
and��advisory��visits��

All��enforcement��activity��will��be��followed��by��a��revisit��to��confirm��
compliance��or��institute��further��action.��
Where��requested��or��agreed,��and��where��appropriate,��further��visits��may��

Y��
(where��
significant��



 

 

be��made��to��follow��up��advisory��visits��and��other��interventions.�� improvement��
in��standards)��

Accidents��
and��service��
requests��
(premsies��
complaints,��
etc)��

In��relation��to��RIDDOR��reports,��follow��
the��HSE��Accident��selection��criteria.��
��
��

All��accidents��recorded,��reviewed.��Investigations��as��appropriate.��
All��service��requests��are��recorded,��reviewed��and��investigated��in��line��
with��council��policies,��but��having��regard��to��the��code.��

N��

��
��
* for��local��planning��purposes��business��sectors��identified��as��more��significant��in��terms��of��accident��reports,��and��service��request��demands��will��be��focus��
of��proactive��inspection��or��intervention��visit.��
** ��Other��intervention��strategy��can��include��visits��(project��/ ��advisory),��but��mainly��will��consist��of��non�rvisit��communication��and��information��provision.��
*** ��Officer��development��visits��will��be��appropriate��to��certain��business��types��and��activities.��These��visits��will��most��likely��be��pre�rannounced.
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Appendix��3��–��Workload��Comparisons��and��Priorities��
��

Activity�� 2014/2015�� 2015/2016�� 2016/2017�� 2017/2018��
On��site��inspections��/ ��interventions��
completed��

295�� 326�� 219�� 205��

Alternative��interventions��(non�rsite��
visit)��

231�� 135�� 178�� 303��

Revisits��and��other��visits�� 141�� 243�� 118�� 78��
Number��of��enquiries��(not��licensing)�� 105�� 79�� 86�� 74��
Number��of��licensing��enquiries�� 385�� 322�� 258�� 216��
Enquiries��responded��to��on��time��
(Target��85%)��

88.2%�� 94.5%�� 95.9%�� 87.2%��

Number��of��registered��premises�� 2526�� 2535�� 2538�� 2521��
Reports��to��Procurator��Fiscal�� 0�� 0�� 0�� 0��
Improvement��Notices�� 9�� 3�� 2�� 1��
Prohibition��Notices�� 2�� 2�� 2�� 2��
Accident��reports�� 103�� 86�� 95�� 108��

��

��
��
��
��
��
��
��
��
��
��
��
��



 

 

Inspection��and��InteverventionWorkload��
��
Table��1.��2018/2019����Planned��Interventions��
��
��
Risk��Category�� Premises��Category�� Intervention��Description�� Number��planned��
A�� All��categories�� Visit�� 0��
B1�� Wholesale��shops��&��

warehouses��
Visit���� 2��

Retail��shops�� Visit���� 6��
Catering��services�� Visit�� 2��
Other��categories�� Other��intervention��strategy�� 2��

B2�� Wholesale��shops��&��
warehouses��

Visit*�� 13��

Retail��shops�� Visit*�� 25��
Catering��services�� Visit*�� 18��
Other��categories�� Other��intervention��strategy�� 35��

C�� Wholesale��shops��&��
warehouses��

Visit*�� 3��

Retail��shops�� Visit*�� 14��
Catering��services�� Visit*�� 16��
Other��categories�� Other��intervention��strategy�� 52��

Newly��
registered��

All��categories�� Visit*��/ ��other��intervention��
strategy��

39��

*For��2018/2019��will��visit��only��if��allocated��with��other��type��of��higher��risk��food��safety��intervention,��or��consider��
appropriate��for��officer��development��purposes.��Otherwise��will��be��subject��to��other��intervention��strategy.��
��
��
Workload��Priorities��
��

Priority�� Category�� Description��
1�� Emergencies��and��

threats��to��public��
health��

�x Fatalities��/ ��serious��accidents.��
�x Public��health��incidents.��
�x Revisits��to��secure��compliance.��
�x Formal��action��to��protect��public��health��(prohibition��notices��etc.)��
�x Serious��workplace��safety��concerns.��

2�� Highest��
consequence��
proactive��

�x Routine��workplace��safety��inspections:��
�x Risk��band��A��and��B1.��

��
3�� High��

consequence��
proactive��/ ��
reactive��

�x Guidance��to��potentially��high��risk��new��establishments.��
�x Project��/ ��support��activities��to��address��high��consequence��public��

health��issues.��
��

4�� Medium��
consequence��
proactive��/ ��
reactive��

�x Routine��health��and��safety��interventions:��
�x Unrated.��
�x Risk��band��B2.��

�x Street��traders��certificates��of��compliance,��and��Section��50��



 

 

certificates��(Licensed��establishments).��
�x Project��/ ��support��activities��to��support��service��delivery��and��

customer��/ ��business��information��access.��
5�� Lower��

consequence��
proactive��/ ��
reactive��

�x Alternative��enforcement��interventions:��
�x Risk��band��C.��

�x Consultations��/ ��comments��–��licensing��of��events,��planning��etc.��
�x Guidance��to��low��risk��new��establishments.��

��
� � � �
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Appendix��4��–��Accident��Notifications��and��Requests��for��Service��Review��
��
A��review��of��accidents��reported��and��requests��for��service��to��the��team��between��2012��–��2015��
was��used��to��identify��issues��for��consideration��as��part��of��the��intervention��policy��and��matrix.����A��
review��of��the��nature��of��accidents��and��injury��types��was��considered��against��business��types��
and��risk��grades��for��businesses.��The��three��year��period��was��felt��appropriate��in��order��to��get��
enough��data��to��do��a��meaningful��assessment.��It��will��therefore��form��part��of��the��intervention��
policy��for��the��next��three��years��(2016��–��2019),��and��thereafter��on��a��rolling��3��year��assessment��
and��plan.��
��

Table��1.��
��
Of��the��accidents��reported��most��came��from��the��wholesale��shops��and��warehouses,��and��retail��
shops��sectors��(see��table��1).��Catering��services��sector��was��the��next��highest��reporter.����

��
��
Table��2.��
��
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Trapped��by��overturn/collapse
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Physically��assaulted��by��person

Accidents��by��Type��2012�r2015

Accidents��Reported

The��highest��number��of��reported��accidents��came��from��businesses��within��risk��band��C.��(Table��
2)��These��are��generally��the��premises��rated��as��lowest��risk��following��inspections.��These��along��
with��B2��rated��premises��(next��highest��reported)��are��not��highlighted��within��HSE��guidance��as��
routinely��requiring��inspection.��However,��this��local��data��would��suggest��further��intervention��
and��consideration��is��required.����
��
The��types��of��accident��being��reported��and��types��of��injury��resulting��were��also��analysed��for��all��
premises��and��those��within��risk��bands��B2��and��C.��The��results��highlight��the��same��3��prominent��
issues��for��accident��types��and��for��injury��types��in��all��cases.��See��table��3��and��4��below.��
��
3��most��reported��accident��types:��

�x Slips,��trips��and��falls��(same��level)��
�x Handling��/ ��lifting��etc.��
�x Hit��by��moving��/ ��flying��object.��

��
3��most��reported��injury��types:��

�x Contusion��/ ��bruising.��
�x Fracture.��
�x Cut��or��abrasion.��

��
��

Table��3.��
��
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Any��other��Infection
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Loss��of��Sight
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Injury��by��type��2012�r2015

Total��Reported

Table��4.��
��
��

��
��
Table��5.��
��
��
��
��
��
��
��
��
��
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��
��
Table��6.��
��
��
Table��5��and��6��look��at��the��requests��for��service��received��by��business��sector��and��risk��band.��A��
large��number��of��requests��dealt��with��by��the��service��did��not��have��an��allocated��business��type.��
However,��the��information��supports��the��data��in��regard��to��the��top��3��business��sector��
categories��and��risk��banding��for��accidents��outlined��above.��
����
This��data��helps��provide��a��focus��for��the��local��intervention��strategy��within��West��Lothian.
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Appendix��5��–��Business��customer��satisfaction��
��
��
Business��Customer��Satisfaction.��(Percentage��of��businesses��who��rated��officer’s��explanation��
of��how��to��comply��with��legislation��as��good��or��excellent)��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
Overall��customer��satisfaction��remains��high.��It��is��encouraging��to��note��that��officers��input��to��
business��visits��is��viewed��so��positively.��Business��customers��are��surveyed��annually��to��help��us��
ensure��that��officers��are��providing��the��best��service��possible.��It��remains��a��difficult��balance��
when��officers��are��having��to��take��enforcement��action��and��convey��challenging��information.��
Other��information��gathered��in��our��annual��surveys��is��highlighted��in��the��table��below.��
��

�� 2017/2018�� 2016/2017�� 2015/2016
Staff��overall��knowledge��and��professionalism��
(good/excellent)��

100%�� 100%�� 90.9%*��

Overall��level��of��service��(good��/ ��excellent)�� 100%�� 90%*�� 90.9%*��
Treated��fairly��at��all��times��(good��/excellent)�� 100%�� 100%�� 90.9%*��
*all��other��responses��rated��satisfactory� � � �

��
��
This��feedback��would��tend��to��support��the��view��that��local��businesses��support��the��visits��to��
their��premises��and��the��assistance��offered��by��officers.



 

 

Appendix��6��–��Customers��/ ��Partners��/ ��Stakeholders����
��
GROUP�� RELATIONSHIP�� COMMUNICATION��EXAMPLES�� PROPOSED��FOR��2018/2019��
Businesses��within��West��
Lothian������
��
��

Inspections;��application��of��legislation;��
advisory��activities;��investigation��into��
incidents,��accidents,��education,��
training,��enforcement,��motivation.��
New��business��support.��

Provide��guidance,��training,��
technical��information,����guidance��
notes,��information��leaflets,��talks,��
seminars.��Use��of��mail��shot��to��
lowest��risk��establishments.��
��

��
Improve��email��contact��details��for��
businesses.��
Improve��web��content��on��relevant��health��
and��safety��issues.��

Public����
��

We��protect��them.��We��investigate��
concerns��on��their��behalf.��We��provide��
guidance��and��information.��

Customer��feedback��on��requests��
for��service��/ ��accidents��etc.��
Production��of��health��and��safety��
service��plan��and��publication��on��
website.��
��

No��change��to��current��approach.��
��
��
����

HSE�� They��provide��direction��and��guidance��
on��a��partnership��basis.��
We��report��to��them��annually��(LAE1��
return)��
��

We��consult��them��on��technical��
guidance��and��policy.��They��consult��
with��us��on��legal,��policy��and��
technical��matters.��Representation��
on��local��liaison��and��national��
working��groups.��

No��change��to��current��approach.��

Elected��Members��
(Councillors)��

We��respond��to��concerns��and��
enquiries��and��provide��information��as��
required.����

Reports��to��Environment��PDSP,��
and��Council��Executive.����
Advice��to��licensing��board.��
Annual��Service��Plan��is��presented��
to��Council��Executive��for��approval.��
��

No��change��to��current��approach.��

Other��LA��Services��–��
Planning,��Building��
Standards,��Economic��

Act��as��statutory��consultee.��Provide��
and��receive��guidance��and��support.����
Work��in��partnership��in��specific��areas��

Planning��and��building��warrant��
application��comments.��Licensing��
applications��and��comments.��

No��change��to��current��approach.��



 

 

Development,��Legal����&��
Licensing,��Education��
services,��Operational��
services.����

of��interest.�� Reports��as��required.��
Highlight��issues��of��concern��as��
required.��

Lothian��NHS�� We��work��together��on��investigation��
and��control��of��infectious��diseases.��
��

EHO/HPT��meetings.��
Sporadic��and��outbreak��plans.��
Agreed��joint��health��protection��
plan.��

No��change��to��current��approach.��
��

Other��local��authorities��
��

Share��information��and��best��practice.��
Sampling��initiatives.��
Developing��guidance��and��working��
standards��to��ensure��consistency��of��
approach.��
Contribution��to��national��policies��and��
legislation��development.��

Liaison��groups.����
National��working��groups.��
��

No��change��to��current��approach.��

PF��and��legal��system.��
��
��

Take��legal��action��based��on��reports��
sent��by��us.��

We��send��reports.��Work��together��
on��content��of��report.��We��provide��
technical��guidance.��Send��reports��
electronically.��

No��change��to��current��approach.��

Care��Inspectorate�� Act��as��Consultee��/ ��Advisor�� Written��reports��and��telephone��
calls��to��Care��Inspectorate��Officers��

No��change��to��current��approach.��

��
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DATA LABEL: PUBLIC      
 

 
 
COUNCIL EXECUTIVE 
 
FOOD SERVICE PLAN 2018/2019 
 
REPORT BY HEAD OF PLANNING, ECONOMIC DEVELOPMENT & REGENERATION 
 
 
A. PURPOSE OF REPORT 

 
The purpose of this report is to make the Council Executive aware of the obligation 
upon the council to approve an annual Food Service Plan, and to seek approval for the 
Food Service Plan 2018/2019. 
 

B. RECOMMENDATION 
 
It is recommended that the Council Executive: 
 
1. notes the content of the report and accompanying Food Service Plan; and 

 
2. approves the Food Service Plan 2018/19. 

 
 
C. SUMMARY OF IMPLICATIONS   
 

I Council Values 
 
Focusing on our customers' needs; being 
honest, open and accountable; making best use 
of our resources; working in partnership. 

 
II Policy and Legal (including 

Strategic Environmental 
Assessment, Equality 
Issues, Health or Risk 
Assessment) 

The Food Law Code of Practice (Scotland) 
determines the requirements upon local 
authorities for the delivery of food safety and 
public protection activities. 

The statutory requirements outlined in section 1 
of the code are to be brought to the attention of 
local authority officials and or elected members 
responsible for agreeing budgets or other 
service arrangements relevant to the delivery of 
official controls. 

The Public Health (Scotland) Act 2008 places a 
duty on the NHS Lothian to produce a joint 
health protection plan in collaboration with 
relevant local authorities. 

The Drinking Water Quality Regulator maintains 
an overview and direction for local authority 
duties in regard to private water supplies. 

The plan does not require a strategic 
environmental assessment. The plan deals with 
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issues of equality and risk. 
 

III Implications for Scheme of 
Delegations to Officers 

There are no implications for the scheme of 
delegation. In terms of the Food Law Code of 
Practice (Scotland) the designated lead food 
officer is the Environmental Health Manager. 

 
IV Impact on performance and 

performance Indicators 
The Food Service Plan identifies how work will 
be prioritised to ensure a high level of 
performance in work that has greatest impact on 
protecting public health. 

Performance indicators are reported internally 
and publically through covalent. 

 
V Relevance to Single 

Outcome Agreement 
SOA 3 Our economy is diverse and dynamic, 
and West Lothian is an attractive place for doing 
business.  

SOA 7 We live longer, healthier lives and have 
reduced health inequalities. 

 
VI Resources - (Financial, 

Staffing and Property) 
The service plan has been developed to be 
delivered within current resources. This requires 
prioritisation and changes to the extent and 
method of service delivery. This means not all 
aspects of the service can be delivered in line 
with all external requirements and expectations.  

 
VII Consideration at PDSP  The plan was presented to the Environment 

PDSP on the 5 June 2018. 
 

VIII Other consultations 
 
None. 

 
 
D. TERMS OF REPORT  
 
D1 
 

Background 

Since the 1 April 2015, Food Standards Scotland (FSS) is responsible for all strategic 
and policy aspects of food standards, food safety and feed safety in Scotland. This is a 
responsibility previously undertaken for the whole of the UK by the Food Standards 
Agency. 

 
There are specific legal obligations placed on local authorities in regard to delivering 
food safety official controls. Section 1 of the Food Law Code of Practice (Scotland) 
requires the statutory obligations covered to be brought to the attention of local 
authority officials and or elected member bodies responsible for agreeing budgets or 
other service arrangements relevant to the delivery of official controls. 

 
The obligations that apply to the delivery of official controls by local authorities include 
ensuring: 
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Contact Person: Craig Smith, Environmental Health Manager, 01506 282385, 
craig.smith@westlothian.gov.uk  
 

Craig McCorriston  
Head of Planning, Economic Development & Regeneration 
 
12 June 2018 
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They shall carry out activities with high 
level of transparency and make 
relevant information publically 
available.  The public will have access 
to information on control activities and 
their effectiveness, and information 
relating to product withdrawls. 
(Article 7, (1)) 
 

An annual food service plan is developed and approved 
by Council Executive. This is a public document and is 
available on the council website. A lot of other 
information has been made available on the council 
website. The service participates in the Food Hygiene 
Information Scheme to ensure appropriate public 
information is available regarding food hygiene 
compliance in local food establishments. The service 
will also encourage businesses to pursue Eatsafe 
awards, which are also publically available information 
regarding standards of compliance. The service will 
issue media information appropriately. It will also 
ensure provision of information in terms of freedom of 
information.  Food Standards Scotland co-ordinate 
product withdrawls. Information will be shared with the 
public and businesses appropriately. 
 

They shall ensure staff maintain 
professional secrecy in regard to 
certain information obtained in 
carrying out official controls. This 
includes confidential investigation and 
legal proceedings, and personal data. 
(Article 7, (2) &(3)) 
 

Staff are made aware of legal obligations. Staff will also 
complete internal council training sessions on data 
protection and information security. These are regularly 
completed by staff to ensure awareness is maintained.  

They shall carry out official controls in 
accordance with documented 
procedures containing information and 
instruction for staff performing official 
controls. 
(Article 8, (1)) 
 

Staff will have access to and will be aware of national 
standards and guidance, e.g. Food Law Code of 
Practice. All staff have access to internal systems or 
web access for necessary documents. There are also 
internal policies and procedures which staff are made 
aware of and are expected to follow. These are openly 
available, and contain appropriate cross referencing to 
other relevant guidance. Internal monitoring will 
consider compliance with procedures. 
 

They shall have in place procedures 
to verify the effectiveness of official 
controls carried out and ensure that 
corrective action is taken when 
needed. 
(Article 8, (3)(a) & (b). 
 

Internal monitoring, including accompanied visits will 
take place appropriately. Performance management 
processes are also in place. For example, a monthly 
report considers the premises which have been 
inspected and require a revisit based on the rating for 
compliance. It will ensure that officers are following up 
issues of concern. Reports are also provided which 
identify improving standards within food establishments 
over time, and through food hygiene information 
scheme. The outcomes and information is collected and 
stored on CIVICA APP system.  
The service is also audited by Food Standards 
Scotland. 
 

They shall provide reports on official 
controls carried out and ensure 
business operators are provided with 
a copy of the report. 
(Article 9) 
 

It is standard procedure to ensure that a report is left 
with a business operator after official control inspections 
and interventions. A written report will be left at time of 
visit, and if necessary followed up by a more detailed 
typed report. Guidance is also left to explain purpose of 
visit and also direct to sources of further information.  
Reports are designed to ensure compliance with the 
requirements within the Food Law Code of Practice.  
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They shall carry out official controls 
using appropriate control methods 
and techniques such as monitoring, 
surveillance, verification, audit, 
inspection, sampling and analysis. 
(Article 10, (1)) 
 

Various methods and techniques for official controls are 
used and are reflected in internal policies and 
procedures, and information recording on CIVICA APP 
system. Methods and techniques are considered 
appropriately in context of the hazard and risk activity of 
business operation or process. There is a prioritisation 
of work activities which is also included in the food 
service plan.  
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OVERVIEW:��
��
In��order��to��meet��the��requirements��of��the��Food��Law��Code��of��Practice��(Scotland)��and��the��
obligations��on��competent��authorities��contained��in��Regulation��(EC)��882/2004,��West��Lothian��
Council��is��required��to��develop��and��approve��an��annual��food��service��plan.��The��structure��of��the��
food�� service�� plan�� is�� determined�� by�� the�� guidance�� contained�� within�� the�� Framework��
Agreement��on��Local��Authority��Food��Law��Enforcement.��
��
The��plan��outlines��how��food��safety��and��animal�� feedingstuffs��will��be��monitored��and��
controlled.��The��plan��also��covers��other��public��health��functions��undertaken��by��the��commercial��
team��within��environmental��health.��Food��safety��is��the��responsibility��of��environmental��health.��
Animal��feedingstuffs��and��hygiene��at��primary��production��are��the��responsibility��of��trading��
standards.����
��
The��service��plan��covers��seven��sections:��
��

�x food��service��aims��and��objectives;��
�x authority��background;��
�x service��delivery;��
�x resources;��
�x quality��assessment;��
�x service��plan��and��operational��plan��review;��and��
�x animal��feedingstuffs��and��hygiene��at��primary��production.��

��
The��majority��of��the��service��plan��relates��to��the��work��covered��by��the��commercial��team��within��
environmental��health.��Section��7��covers��the��specific��work��undertaken��by��trading��standards.��
����
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��

 

Safe��food��and��drink��is��something��which��the��vast��majority��of��us��
take��for��granted.��The��safety��of��this��fundamental��human��need��
relies��on��a��competent,��trustworthy��and��properly��regulated��and��
managed��supply,��monitored��mainly��by��environmental��health��
professionals��working��within��local��authorities.��This��essential��work��
often��goes��unnoticed.��The��consequences��of��a��failure��in��the��safety��
of��the��food��and��drink��we��consume��can��be��catastrophic��in��costs��to��
human��health,��the��food��industry,��governments,��public��confidence��
and��trust.��The��purpose��of��this��service��plan��is��to��outline��how��such��
controls��are��delivered��in��West��Lothian.����
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SECTION��1��–��SERVICE��AIMS��AND��OBJECTIVES��
��
1.1���� Mission��Statement��
��
To��protect��public��health��and��contribute��to��a��healthy��community��in��West��Lothian��by��ensuring��
the��safety,��wholesomeness��and��quality��of��food��and��water��through��education��and��
enforcement.��
��
1.2���� Corporate��Plan��&��Single��Outcome��Agreement��Links��
��
Priority��7:��Delivering��positive��outcomes��on��health.��
Priority��8:��Protecting��the��built��and��natural��environment.��
SOA7��We��live��longer,��healthier��lives��and��have��reduced��health��inequalities.����
https://www.westlothian.gov.uk/article/1952/Corporate�rPlan����
��
1.3���� Aims��and��Objectives��
��
Our��priority��customers��for��the��work��we��undertake��are��the��public��and��businesses��within��
West��Lothian.��We��support��the��following��objectives��of��the��Food��Standards��Scotland��
Corporate��Plan��2016�r2019:��
��
1.��Food��is��safe.��
2.��Food��is��authentic.��
3.��Consumers��have��healthier��diets.��
4.��Responsible��food��businesses��flourish.��
��
1.4�� Official��Control��Obligations��
��
There��are��specific��legal��obligations��placed��on��local��authorities��in��regard��to��delivering��food��
safety��official��controls.��Section��1��of��the��Food��Law��Code��of��Practice��(Scotland)��requires��the��
statutory��obligations��covered��to��be��brought��to��the��attention��of��local��authority��officials��and��
or��elected��member��bodies��responsible��for��agreeing��budgets��or��other��service��arrangements��
relevant��to��the��delivery��of��official��controls.��
��
The��obligations��are��outlined��in��different��articles��of��Regulation��(EC)��882/2004.����Appendix��7��
gives��details��of��these��obligations��and��how��they��are��met��within��West��Lothian.����
��
1.5�� Our��priorities����
��
The��food��service��has��to��be��delivered��on��a��priority��basis.��This��reflects��the��nature��of��the��work��
undertaken��and�� that�� the��service��cannot��be��divided��up�� into��uniform��time��units�� for��
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The��purpose��of��the��service��is��to��intervene��and��prevent��the��human��and��financial��costs��of��
foodborne��illness��impacting��downstream��on��society,��businesses,��health��care��services��etc.��The��
financial��costs��are��estimated��to��impact��substantially��on��the��UK��economy��and��NHS��(£1.5��billion��
annually),��with��500��deaths,��and��20,000��hospital��admissions*.��Food��borne��illness��has��a��
significant��impact��on��lost��working��days��and,��for��small��food��businesses,��it ��can��be��financially��
disastrous.��The��focus��of��the��food��service��in��West��Lothian��is��to��do��everything��possible��within��
available��resources��to��minimise��that��impact.��

*Food��Standards��Agency��–��Foodborne��Disease��Strategy��2010��–��2015.��

completing��tasks.��Each��inspection��or��service��request��will��have��its��own��complexity��and��issues��
which��determine��the��amount��of��work��and��time��required��to��address.������
��
The��priorities��are��based��on��both��reactive��and��proactive��work��and��the��potential��public��health��
impact��of��each.��Delivery��of��service��priorities��will��be��within��the��context��of��resources��available��
and��staff��skills,��knowledge,��experience��and��capacity.��
��
Service��priorities��have��been��established��to��ensure��the��best��practical��service��in��addressing��
the��food��safety��and��public��health��needs��of��our��communities.��They��also��reflect��guidance��
issued��by��the��Scottish��Food��Enforcement��Liaison��Committee��and��Food��Standards��Scotland��in��
regard��to��prioritising��food��inspections.��Health��and��safety��enforcement��and��public��health��
priorities��have��been��included��to��reflect��the��combined��work��undertaken��by��officers.��(A��
separate��health��and��safety��service��plan��is��also��prepared��and��published).��Service��priorities��
are��outlined��in��Appendix��5.��
��

��
SECTION��2���r��AUTHORITY��BACKGROUND��
��
2.1���� Profile��
��
West��Lothian��is��a��mixed��rural��and��urban��authority��covering��a��geographical��area��of��42,504��
Ha.��The��population�� is��approximately��180,130*.��The��Environmental��Health��&��Trading��
Standards��service��is��located��in��Linlithgow��Partnership��Centre,��Linlithgow.��There��are��1733**��
food��premises��within�� the��area�� ranging�� from�� farms,�� retailers��and��caterers,�� to�� large��
manufacturers.��(*National��Records��of��Scotland��mid�ryear��estimate��2016,��**As��of��01/04/18)��
��
2.2���� Organisational��Structure��
��
The��service��structure��is��as��per��appendix��1.����
��



                         

4 

 2018/2019 
 
Food Service Plan 
  ��
 

 
 
 
 
 

The��commercial��team��is��part��of��the��Environmental��Health��&��Trading��Standards��service��which��
is��part��of��Planning,��Economic��Development��and��Regeneration.��
��
The��authority��has��appointed��Public��Analyst��Scientific��Services��to��provide��analytical��and��food��
and��feed��examination��services.��
��
The��Trading��Standards��team��within��Environmental��Health��&��Trading��Standards��service��
undertakes��animal�� feedingstuffs��enforcement.��The�� team��will��also��undertake��hygiene��
inspections��of��primary��producers��as��part��of��a��Food��Standards��Scotland��funded��inspection��
programme.��
��
2.3���� Scope��of��the��Food��Service��
��
The��scope��of��the��food��service��and��feedingstuffs��enforcement��is��set��out��in��appendix��2.��
��
2.4�� Demands��on��the��Service��
��
Services��are��available��from��8.30am��to��5.00pm��Monday��to��Thursday��and��8.30am��to��4.00pm��
Friday.��The��team,��however,��has��to��accommodate��working��out��with��these��times��due��to��
operating��times��of��businesses.��Routine��evening��and��early��morning��working��is��necessary��to��
carry��out��the��inspection��and��sampling��programmes.��Emergency��contact��details��have��been��
provided��to��appropriate��partner��agencies��in��regards��to��incident��management��and��food��
alerts,��should��these��occur��out��with��normal��working��hours.��
��
There��are��nine��approved��premises��in��West��Lothian��in��terms��of��Regulation��(EC)��853/2004��
(premises��dealing��with��manufacture��of��food��products��of��animal��origin).��A��number��of��
premises��currently��meet��the��exemption��criteria��for��approval��but��may��well��require��to��be��
approved��in��the��future.����
��
There��is��a��regular��turnover��in��many��of��the��catering��businesses��with��new��owners��and��changes��
in��operation��of��the��business.��In��the��last��five��years��there��has��been��an��7.2%��increase��in��
registered��food��businesses��(25%��in��the��last��10��years).����
��
In�� line��with��the��enforcement��policy,��officers��are��required,��when��necessary,��to��take��
appropriate��enforcement��action.��This��may��include��service��of��notices,��closure��of��premises,��
and��reports��to��the��Procurator��Fiscal��leading��to��prosecutions��and��time��in��court.��The��level��of��
action��required��has��been��relatively��consistent��in��recent��years.��Previous��case��studies��of��
enforcement��action��showed��the��time��spent��dealing��with��one��problematic��food��business��
equated��to��approximately��five��routine��inspections.����
��
The��principles��of��better��regulation��have��been��a��key��aspect��of��how��the��food��service��is��
delivered��for��a��number��of��years.��As��well��as��food��hygiene��and��food��standards,��officers��in��the��
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The��food��service��(food��safety)��cost��per��head��of��population��has��remained��constant��in��recent��
years�� even�� though�� West�� Lothian’s�� population�� continues�� to�� increase.�� Most�� recent��
government��figures��(2014)1��estimate��that��the��UK��public��spend��£42.43��per��person��per��week��
on��food��and��drink.��The��inspecting,��sampling,��monitoring,��enforcing��and��all��other��services��
provided��by��the��service��cost��the��West��Lothian��population��£0.05��per��person��per��week.����
1Family��food��2015��–��A��national��statistics��publication��by��DEFRA.��

Consumer��Expectations��
��
National��surveys��continue��to��show��the��importance��of��food��safety��for��consumers.��The��top��
three��food��safety��issues��for��consumers��are:��
��
1.��Food��hygiene��when��eating��out.��
2.��Food��poisoning.��
3.��Chemicals��in��food.��
��
45%��of��respondents��reported��concern��about��food��safety��in��UK��restaurants,��pubs,��cafes��and��
takeaways.��42%��of��respondents��reported��concern��about��food��safety��in��UK��shops��and��
supermarkets.����
84%��of��respondents��reported��being��aware��of��the��hygiene��standards��in��places��they��eat��out��at��
or��buy��food��from.����
44%��of��respondents��trusted��that��people��who��produce��and��sell��food��have��their��best��interests��
at��heart.��
��
FSA��Biannual��Public��Attitudes��Tracker��Report��–��November��2017.����

commercial�� team�� will�� also�� carry�� out�� a�� number�� of�� workplace�� safety�� and�� smoking��
enforcement�� inspections.�� This�� is�� done�� to�� ensure�� best�� use�� of�� resources�� and�� avoid��
unnecessary��additional��visits��to��premises.��It��is��encouraging��to��note��the��positive��feedback��
from��business��consultation��exercises��in��relation��to��their��experience��of��inspections��and��
enforcement��activities.����
��

It��is,��however,��vitally��important��to��remember��that��the��principal��purpose��of��the��food��service��
in��West��Lothian��is��public��health��protection.��In��previous��years��a��number��of��changes��were��
made��to��the��approach��taken��to��inspections��e.g.��prioritisation��of��workload,��changes��in��
inspection��reporting��and��recording,��changes��to��inspection��and��workload��allocation��and��
geographical��distribution,��better��use��of��flexible��working��and��council��buildings.��Further��
adaptation��of��the��service��will��be��required��during��2018��and��beyond.��We��will��ensure��that��
attention��continues��to��be��given��to��positive��outcomes��irrespective��of��the��breadth��of��service��
provision��in��future.��Some��of��these��issues��are��highlighted��in��6.3.����
��
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2.5���� Enforcement��Policy��
��
In��terms��of��the��framework��agreement��on��food��law��enforcement��the��service��has��a��written��
enforcement��policy��which��has��been��approved��by��the��council.��The��policy��has��undergone��an��
equality��impact��assessment,��and��is��followed��by��officers.��The��policy��has��also��been��cited��as��a��
good��example��in��the��Scottish��Regulators��Code��of��Practice.��A��copy��of��the��policy��is��available��to��
anyone�� on�� request�� and�� is�� also�� available�� on�� the�� West�� Lothian�� Council�� website.��
(http://www.westlothian.gov.uk/environmental�rhealth)����
��
Alternative��enforcement��arrangements��are��allowed��within��the��code��of��practice��for��certain��
risk��rated��food��hygiene��and��food��standards��inspections.��Visits��and��alternative��interventions��
will��be��carried��out��in��accordance��with��internal��procedures��outlined��in��Appendix��5.��
��
SECTION��3���r��SERVICE��DELIVERY��
��
All��officers��in��the��commercial��team��contribute��to��the��development��and��implementation��of��
this��plan.��This��section��outlines��areas��of��work��to��which��they��contribute.��Framework��policies��
and��procedures��relating��to��animal��feeding��stuffs��inspections,��sampling��etc.��are��implemented��
and��monitored��by��officers��in��trading��standards.��These��matters��are��discussed��in��section��7.��
��
In��order��to��meet��ever��changing��demands,��the��service��is��always��looking��at��ways��of��working��
most��effectively.��Performance��management��is��a��key��factor��in��ensuring��this��can��be��achieved��
(see��section��4.4).��The��quality��of��the��service��delivered��is��essential��in��protecting��public��health,��
and��the��service��is��working��to��ensure��that��everyone��plays��a��part��in��delivering��the��best��service��
possible.����
��
3.1���� Food��Premises����
��
There��are��currently��1733��food��premises��within��West��Lothian��which��require��to��be��inspected��
by�� the�� team.�� Inspections��will��be��carried��out�� for�� food��hygiene��and�� food��standards��
(composition,��labelling��etc.).��Inspection��frequencies��are��determined��by��the��nature��of��the��
business��and��performance��against��specific��criteria��set��out��in��the��food��law��code��of��practice.����
��
To�� ensure�� best�� use�� of�� resources,�� food�� standards��
inspections��are��linked,��where��possible,��to��the��food��hygiene��
inspections��due��and��are��set��as��an��internal��performance��
indicator.��It��is��expected��that��a��new��revision��of��the��food��law��
code��of��practice��will��remove��the��two��inspection��types��and��
replace��them��with��a��combined��food��safety��inspection.��This��
service��has��participated��in��the��development��and��pilot��of��
this�� new�� approach.�� It�� will�� ensure�� that�� appropriate��
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The��service��participates��in��the��Food��Hygiene��Information��Scheme.��
This��is��a��national��scheme��to��advise��customers��at��point��of��use��of��the��
food��hygiene��performance��of��the��food��businesses��they��use.��Each��
business�� is�� rated�� following�� the�� routine�� hygiene�� inspections��
completed��by��officers.��Information��on��whether��the��business��receives��
a��Pass��or��Improvement��Required��award��will ��be��published��to��the��
website��hosted��by��the��Food��Standards��Agency,��and��a��certificate��is��
provided��for��the��business��to��display��on��the��premises.��

attention��is��given��to��all��key��elements��of��food��safety��at��every��visit��made��to��a��food��
establishment.��
��
Food��premises��profiles,��inspection��targets��and��revisit��information��are��outlined��in��Appendix��
3.����
��
The��approach��to��premises��inspections��has��been��reviewed��and��new��procedures��have��been��
introduced��to��ensure��better��recording��of��activities��following��inspection��and��also��ensure��that��
significant��failures��are��followed��up��appropriately.��This��allows��officers��to��target��problem��
premises.��An��overview��of��the��“Food��Safety��Interventions��Policy”��can��be��found��in��appendix��5.��
��

��
��
��
��
��
3.2���� Food��Complaints��and��Food��Fraud��
��
The��commercial��team��receives��a��number��of��complaints��about��
unsatisfactory��food��or��food��premises.��These��are��investigated��in��line��
with��our��procedures��on��dealing��with��complaints.����
��
Investigating��food��complaints��can��be��quite��involved��and��often��
requires��working��with��colleagues��in��other��local��authorities.��This,��
along��with��the��time��taken��to��receive��reports��from��the��public��
analyst��etc.,��can��increase��the��time��taken��to��resolve��the��complaint.��
Complaints��about��food��very��rarely��result��in��formal��action,��mainly��
due��to��the��lack��of��evidence��which��could��be��relied��on��in��court.��
However,��they��do��help��identify��failings��in��food��processing��and��
handling��which��require��to��be��rectified��to��prevent��further��problems��occurring��in��the��future,��
and��can��be��the��starting��point��of��food��recalls.����
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Food��fraud��and��food��crime��came��to��public��attention��during��the��discovery��of��undeclared��horse��
meat��in��various��meat��products��in��early��2013.��During��routine��inspections��and��sampling,��
officers��are��looking��for��evidence��of��any��attempts��to��mislead��consumers��or��provide��food��which��
is��dangerous.� � � �Food��Standards��Scotland��have��established��a��food��crime��investigation��unit��to��
work�� more�� closely�� with�� local�� authorities�� in�� improving�� intelligence,�� detection�� and��
enforcement��in��regard��to��food��fraud��and��criminal��activity.��The��expectations,��focus��and��
demands��of��this��work��are��likely��to��increase.��The��Food��Standards��Agency��and��Food��Standards��
Scotland��published��a��baseline��report��on��food��crime��in��the��UK.��This��can��be��found��on��the��Food��
Standards�� Agency�� web�� site�� https://www.food.gov.uk/sites/default/files/fsa �rfood�rcrime�r
assessment�r2016.pdf.��The��service��receives��and��provides��intelligence��reports��on��potential��
food��crime��through��MEMEX��which��is��a��secure��data��sharing��system.��

��
��
3.3���� Home��Authority��Principle��/ ����Primary��Authority��Partnership��
��
West��Lothian��Council��has��no��arrangements��in��place��for��being��home��authority��or��primary��
authority��(not��relevant��in��Scotland��at��this��time)��with��any��business��activity.��
��
These��are��formal��arrangements��made��between��local��authorities��and��large��scale��business��
operating��regionally��or��nationally.��The��intention��is��to��reduce��the��regulatory��burden��on��the��
business��and��agree��a��consistent��application��of��legal��interpretation��by��focusing��concerns��
raised��by��other��local��authority��enforcement��officers��through��the��local��authority��rather��than��
the��business.��It��is��fair��to��say��there��are��a��number��of��concerns��with��these��arrangements��and��
the��burdens��placed��on��the��home��or��primary��authority.��
��
3.4���� Advice��and��support��to��Business����
��
All��officers��will��be��involved��in��giving��advice��to��businesses��on��food��safety��and��workplace��
safety��issues.��This��is��an��important��aspect��of��work��as��it��helps��to��ensure��that��businesses��which��
request��help��can��be��set��up��complying��with��the��necessary��legal��requirements.��It��has��been��
established��as��one��of��our��priorities��for��higher��risk��food��establishments��and��fits��the��model��of��
targeting��upstream��intervention.��
��
����
��
��
��
��
��
��

The��service��recognises��that��a��well��run��and��viable��business��will ��most��likely��be��a��safe��
business.��Officers��will ��direct��business��owners��to��support��and��help��from��colleagues��
working��through��Business��Gateway.��Information��sheets��are��left��at��every��inspection��
with��details��of��where��businesses��can��get��further��help��and��support��in��this��and��other��
aspects��of��food��safety��and��workplace��safety.��This��all��works��towards��protecting��public��
health��and��reducing��the��financial��impact��of��compliance��on��businesses.��
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��
The�� ongoing�� work�� with�� established�� businesses�� is�� assisted�� by�� a�� number�� of�� helpful��
information��sheets,��guidance��booklets,��and��other��educational��resources.��Much��of��the��
information��used��is��produced��within��the��team��and��aims��to��give��businesses��the��necessary��
information��for��complying��with��the��law��and��improving��hygiene��and��safety��standards.��We��
aim��to��include��all��new��premises��in��our��inspection��programme��within��three��months��of��
registering.��It��is��recognised��that��this��is��out��with��the��timeframe��expectations��of��the��food��law��
code��of��practice.��We��are��looking��at��ways��of��improving��these��timeframes��during��2018/2019��
where��this��can��be��achieved��in��accordance��with��other��priorities.� � � �Appendix��3��shows��a��
comparison��of��enquiries��received��over��recent��years.��Business��satisfaction��survey��results��are��
also��found��in��Appendix��3��
��
3.5���� Sampling��–��Food��and��Drink��
��
The��team��develops��an��annual��sampling��plan.��Sampling��is��
necessary��to��monitor��the��quality��and��safety��of��food��and��drink��
being��produced��and��sold��within��West��Lothian.��Sampling��of��
food��prior��to��a��hygiene��inspection��is��a��useful��indicator��of��how��
the��business��is��operating.����
��
The�� range�� of�� samples�� taken�� is�� split�� into�� chemical�� and��
microbiological.��The��current��target��for��chemical��samples��is��0.8��
samples��per��1000��population��and��for��microbiological��the��
target��is��1.1��samples��per��1000��population.����
��
Samples��can��fail��for��various��reasons��and��require��to��be��followed��up��by��officers.��A��national��
report��on��sampling��by��Scottish��local��authorities��identified��a��failure��rate��of��7.9%��for��
chemical*,��and��24.6%��for��microbiological*��during��a��12��month��period.��Scottish�� local��
authorities��are��now��working��in��a��more��co�rordinated��way��in��terms��of��sampling��priorities.��This��
is��being��done��in��association��with��Food��Standards��Scotland��(FSS).����
(*Local Authority Food Sampling in Scotland 1st July 2016 to 30th June 2017 Report) 
��
As��all��local��authorities��are��facing��similar��challenges��work��has��
been��done��to��target�� local��resources��towards��even��more��
focused��national��sampling��initiatives.��The��targeted��sampling��is��
based��on��data��collected��over��recent��years��for��all��samples��
taken�� in�� Scotland�� and�� means�� that�� each�� year�� all�� local��
authorities��will��contribute��to��providing��better��information��on��
existing��and��emerging�� food��safety�� issues.��Local��sampling��
targets��still��form��part��of��each��local��authority��sampling��plan��
and��remain��useful��for��a��limited��range��of��issues.����
��



                         

10 

 2018/2019 
 
Food Service Plan 
  ��
 

 
 
 
 
 

This��joint��focused��approach��will��have��some��potential��impact��on��local��sampling��as,��overall,��
smaller��numbers��of��samples��may��be��taken��due��to��costs��of��focused��sampling��activities.��It��is��
however��a��good��example��of��how��environmental��health��professionals��are��trying��to��ensure��a��
public��health��focus��in��achieving��the��best��results��in��difficult��times.��
��
Appendix��3��has��details��of��samples��taken.��The��sampling��plan��for��2018/2019��is��found��in��
appendix��3.��
��
Case��Study��1��
��
Helping��to��shape��the��future��of��food��safety��
��
Officers��within��the��service��will ��contribute��to��the��many��developments��in��food��safety��and��public��
health��protection��being����considered��at��a��national��level.��Food��Standards��Scotland��have��identified��
a��significant��change��in��staff��resources��allocated��to��food��safety��throughout��Scotland��and��along��
with��local��authorities��are��looking��at��new��ways��of��providing��public��health��protection��and��new��
priorities��for��attention.��Whilst��our��main��focus��will ��always��be��the��impacts��of��food��safety��at��a��
local��level��we��also��recognise��the��importance��of��helping��to��shape��future��developments��to��ensure��
we��can��maintain��the��best��level��of��protection��for��the��people��of��West��Lothian.��We��have��been��
actively��involved��in��developing��a��new��national��approach��to��food��safety��inspections,��and��
inspection��rating��systems��for��businesses.��We��are��also��involved��in��discussions��with��Food��
Standards��Scotland��regarding��their��proposed��regulatory��strategy.����

��
3.5.1�� Sampling��–��Water��Quality��
��
Sampling��of��drinking��and��recreational��water��is��also��undertaken.��This��involves��sampling��
mains��and��private��water,��as��well��as��swimming��pools,��spa��pools��etc.��The��private��water��
regulations��place��a��requirement��upon��local��authorities,��and��those��responsible��for��private��
supplies,��to��ensure��drinking��water��standards��meet��those��of��public��water.��The��team��is��
involved��in��sampling��and��monitoring��local��private��supplies��and��undertaking��risk��assessments��
on��them.��Sampling��is��required��on��an��ongoing��annual��basis.��An��annual��return��on��sampling,��
enforcement��and��water��quality��standards��is��made��to��the��Scottish��Government��(Drinking��
Water��Quality��Regulator).��These��results��are��then��published��in��a��publically��available��report��on��
the��DWQR��web��pages��http://dwqr.scot/information/annual�rreport/��.����
��
There��is��no��routine��sampling��of��mains��water��supplies��with��any��concerns��being��directed��to��
Scottish��Water��and��the��Drinking��Water��Quality��Regulator.��This��is��necessary��to��accommodate��
other��workload��and��sampling��plan��priorities.��The��council��does��however��retain��the��statutory��
right��to��sample��if��required.����
��
The��sampling��of��swimming��pools,��spa��and��recreational��waters��will��be��reactive��to��any��
concerns��or��incidents.��The��safety��and��quality��of��water��should��be��part��of��the��routine��
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management��and��monitoring��carried��out��by��facility��operators.��Management��controls��of��such��
environments��are��assessed��during��routine��inspections��by��officers.��
��
3.6���� Control��and��Investigation��of��Outbreaks��of��Food��Related��Infectious��Disease��
��
Controlling��and��preventing��the��further��spread��of��infectious��disease��
is��a��key��part��of��the��service��provided��by��the��commercial��team.��This��
work��is��done��in��partnership��with��Lothian��NHS��and��the��Consultant��in��
Public�� Health�� Medicine.�� Notifications�� of�� food�� poisonings�� and��
infectious�� diseases�� such�� as,�� Salmonella,�� Campylobacter,��
Cryptosporidium,��E.��coli��O157��etc.,��are��passed��to��the��team��by��
Lothian��NHS.��The��role��of��the��service��is��to��investigate��cases��looking��
for��possible��sources,��or��outbreaks,��and��in��doing��so��take��preventative��
measures��to��stop��the��further��spread��of��infection.��Recent��statistics��
are��shown��in��appendix��3.��
��
A��major��outbreak��plan��has��been��developed��by��Lothian��NHS��and��the��local��authorities��of��West��
Lothian,��Edinburgh,��Midlothian��and��East��Lothian.��Procedures��for��dealing��with��sporadic��cases��
are��also��in��place.��As��part��of��the��review��of��sporadic��procedures��it��has��been��agreed��that��cases��
of��campylobacter��will��no��longer��be��investigated��routinely��by��this��service.��Notified��cases��will��
be��sent��guidance��and��information��about��the��illness��by��Lothian��NHS,��Health��Protection��Team.��
Statistics��will��be��reported��to��the��team��annually��by��Lothian��NHS.��Case��numbers��will��be��
reviewed��regularly��and��any��issues��will��be��discussed��between��Lothian��NHS��and��the��local��
authorities.��
��
3.7���� Food��Emergencies��and��Safety��Incidents��
��
Food��safety��emergencies��and��incidents��which��pose��a��serious��risk��to��public��safety��are��
identified��as��a��priority��issue��for��the��commercial��team.��Procedures��are��in��place��to��ensure��that��
warnings��issued��by��Food��Standards��Scotland��(FSS),��and��local��incidents��which��need��to��be��
reported��to��FSS,��are��dealt��with��properly.��
��
Most��alerts��are��for��information��only��but��a��number��of��press��releases��and��trade��notifications��
have��to��be��completed��by��the��team��in��relation��to��the��warnings.��As��well��as��food��alerts,��FSS��has��
a��system��for��notifying��local��authorities��of��allergy��alerts.��These��were��previously��part��of��the��
main��alert��scheme.��The��main��reasons��for��such��alerts��is��the��failure��to��declare��the��presence��of��
one��of��the��many��allergens��now��listed��in��the��food��information��regulations.��
��
Emergency��contact��details��for��the��service��have��been��provided��to��FSS��to��allow��notification��of��
any��incidents.����
��
��
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3.8���� Liaison��with��Other��Organisations����
��
It��is��important��to��realise��that��the��food��team��does��not��work��in��isolation��from��other��internal��
services��or��external��organisations.��Internally,��the��team��works��with��planning,��building��
standards,�� economic�� development,�� licensing,�� legal,�� education,�� occupational�� health,��
corporate��communications,��social��policy,��and��the��community��health��care��partnership��to��
provide��a��joined��up��service.����
��
The��framework��agreement��with��Food��Standards��Scotland��(FSS)��and��food��law��code��of��
practice��requires��local��authorities��to��work��together��and��with��national��bodies��to��contribute��
to��consistency��of��enforcement.� � � �Externally,��the��team��works��with��other��local��authorities,��
through��Lothian��and��Borders��Food��Liaison��Group,� � � �and��Scottish��Food��Enforcement��Liaison��
Committee’s��Food��Safety��sub–group��and��Food��Standards��sub–group.��The��team��maintains��
links��with��Lothian��NHS��and��Scottish��Water��through��the��Health��Protection��Liaison��group.��A��
Joint��Health��Protection��Plan��has��been��developed��and��approved��by��Council��Executive.��A��
positive��working��relationship��has��been��developed��with��the��Procurator��Fiscal��service.��The��
service��is��audited��by��FSS.����
��
Appendix��4��lists��the��team’s��main��customers,��partners��and��stakeholders.��
��
Case��Study��2��
��
Dealing��with��irresponsible��food��business��operators��
��
Although��the��levels��of��compliance��within��West��Lothian��food��businesses��are��high��and��have��
improved��over��the��years,��there��are��still��a��small��percentage��of��food��business��operators��who��fail��
to��operate��safely��and��this��requires��serious��action��to��be��taken��to��protect��public��health.����During��
2017��officers��were��involved��in��serving��notices��on��a��number��of��establishments��to��stop��the��
preparation��and��sale��of��food.��On��many��occasions��these��actions��are��required��when��we��discover��
new��businesses��who��have��not��registered��and��are��operating��dangerously,��or��businesses��which��
have��moved��from��low��risk��to��high��risk��food��preparation��without ��notifying��this��service,��and��are��
doing��so��in��premises��which��are��not��suitable.��Very��often��we��only��become��aware��of��these��
situations��through��complaints��or��concerns��received.��
��
One��such��case��was��a��notification��from��concerned��neighbours��and��landlord��of��a��kebab��/ ��fast��
food��takeaway��and��delivery��business��being��operated��from��a��domestic��dwelling.��The��business��
was��not��registered��and��the��home��kitchen��was��totally��unsuitable��for��this��type��of��food��handling��
activity.��Officers��served��a��notice��to��prevent��to��home��kitchen��being��used��as��a��food��business��
and��advised��the��business��operator��to��look��for��more��suitable��commercial��premises,��
��
Thankfully��such��poorly��performing��businesses��remain��in��the��minority.��
,��and��further��contact��and��visits��to��businesses.��
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3.9���� Food��Safety��and��Standards��Promotion��
��
It��is��clear��that��inspection��of��premises��
and��enforcement��of��the��law��will��not��in��
itself�� bring�� about�� the�� necessary��
improvements��in��public��health.��There��
needs��to��be��a��balance��of��education��
with��enforcement.��Although��limited,��
the�� team’s�� input�� to��education��and��
promotion�� of�� food�� safety�� is��
recognised��as��an��important��tool��and��
will��be��provided��as��resources��permit.��
��
We��are��a��registered��training��centre��for��the��REHIS��elementary��food��hygiene��certificate,��and��
our��officers��have��assisted��other��training��providers��in��the��delivery��of��their��courses.��We��have��
also��tailored��training��to��the��specific��needs��of��different��groups��as��required.��Our��involvement��
in��training��is��always��balanced��against��other��workload��commitments.��In��recent��times��this��has��
significantly��reduced,��and��is��generally��limited��to��providing��input��to��other��training��providers��
courses��two��or��three��times��a��year.��
��
Officers��are��the��main��source��of��support��for��most��small��businesses��within��West��Lothian.��They��
have��a��key��role��during��inspections��of��ensuring��business��operators��and��food��workers��
understand��all��the��necessary��requirements��placed��upon��them.��Feedback��from��businesses��as��
part��of��our��annual��survey��is��very��positive��and��is��one��of��the��publically��reported��key��
performance��indicators��for��the��service.����
��
Officers��have��worked��with��our��colleagues��in��the��Health��Improvement��Team��to��assist��
catering��establishments��introduce��healthier��options��onto��their��menus.��Officers��also��promote��
the��Healthy��Living��Awards,��as��appropriate,��within��catering��businesses.��This��is��likely��to��be��a��
significant��issue��in��terms��of��public��health��as��the��costs��of��treating��poor��health��caused��by��poor��
diet��rise��substantially��in��years��to��come.��
��
24��businesses��in��West��Lothian��hold��the��Eatsafe��award��
for��hygiene��standards.��We��hope��more��businesses��will��be��
able��to��meet��these��requirements��in��coming��years.��
��
Our��food��hygiene��DVD��“Food��Safety�� is��Everybody’s��
Business”��continues��to��be��used��with��catering��businesses��
to��help��them��train��staff.��It��is��currently��available��in��
English,��Polish,��Italian,��Urdu,��Punjabi��and��Cantonese.��
Some��of��the��materials��have��also��been��provided��through��
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the��council��website��with��video��material��uploaded��and��available��on��the��food��safety��web��
pages.��
��
Case��Study��3��
��
Food��hygiene��information��scheme��–��improving��food��safety��
��
During��2016��we��carried��out��a��review��of��the��impact��the��food��hygiene��information��scheme��was��
having��on��West��Lothian��businesses.��Whilst��a��lot��of��work��is��still��needed��to��promote��the��scheme��
with��consumers��it ��is��clear��that��improvements��in��business��compliance��is��evident��as��a��result��of��the��
scheme��being��in��operation.��Since��the��scheme��was��introduced��in��West��Lothian��the��percentage��of��
businesses��achieving��a��Pass��rating��has��increased��(currently��around��96%).��It��was��also��clear��where��
inspections��found��issues��of��non�rcompliance��the��significant��majority��of��those��businesses��(73%)��
were��taking��appropriate��action��to��achieve��a��Pass��rating.��
��
��
SECTION��4���r��RESOURCES��
��
4.1���� Financial��Allocation��
��
There��is��no��specific��budget��allocation��for��delivery��of��the��food��service��plan.��The��service��
delivery��is��shared��by��officers��within��the��commercial��team��along��with��delivery��of��other��
environmental��health��functions.��This��includes��delivery��of��the��health��and��safety��service��plan.��
A��full��time��equivalent��staff��figure��is��provided��in��appendix��3.��
��
A��budget��has��been��set��for��food,��drink��and��water��sampling��as��follows:��
��
��

Budget��17/18�� Budget��18/19��
Sampling�� £22,000�� £22,000��

��
West��Lothian��has��the��second��lowest��costs��per��1,000��population��for��environmental��health��
(Scottish��average��is��£16,117,��and��West��Lothian��is��£8,460��–��figures��from��Local��Government��
Benchmark��Framework��2016/2017).��There��will,��however,��be��some��variability��between��local��
authorities��in��terms��of��the��level��of��service��delivered.��
��
4.2���� Staffing����
��
The��service��is��staffed��as��per��the��structure��indicated��in��appendix��1.��
��
Food��safety��is��only��one��element��of��the��role��of��environmental��health.��The��pressures��on��the��
whole��service��increase��year��on��year��with��changes��in��legislation,��increasing��population��and��
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demand��on��the��service��having��to��be��managed��on��a��priority��basis.��We��are��therefore��
identifying��and��targeting��priority��areas��of��work,��delivering��aspects��of��the��service��differently,��
reducing��or��removing��aspects��previously��delivered,��and��continuing��to��work��as��effectively��as��
possible��to��protect��public��health.����
��
4.3���� Staff��Development��Plan����
��
The��Food��Law��Code��of��Practice��(Scotland)��requires��a��minimum��of��10��hours��food��safety��
training��to��be��completed��by��every��officer��annually.��Officers��who��are��members��of��the��Royal��
Environmental��Health��Institute��of��Scotland��are��also��required��to��complete��20��hours��training��
and��development��every��year��as��part��of��the��Continuous��Professional��Development��scheme.����
��
Training��and��development��needs��are��assessed��during��individual��Appraisal��and��Development��
Review��meetings��held��in��accordance��with��the��council’s��Investor��in��People��accreditation.��
Monthly��1�r2�r1��performance��meetings��are��also��held��with��officers.��
��
A��competency��framework��for��the��food��service��has��been��developed��to��help��give��more��detail��
to��skills��and��knowledge��pertinent��to��the��different��work��areas.��This��was��produced��in��support��
of��national��guidance��which��provided��a��simple��framework��but��lacked��detail.��It��will��provide��
officers��with��links��to��necessary��legislation,��guidance,��technical��information,��scientific��papers��
etc.��and��will��continue��to��develop��over��time.��The��framework��is��also��being��extended��to��other��
areas��of��the��environmental��health��service.��
��
Recruiting��suitably��qualified��and��competent��staff��is��becoming��an��increasing��problem��within��
the��environmental��health��profession.��Appendix��1��has��details��of��current��age��profiles��within��
the��environmental��health��service.��Planning��for��the��future��is��a��key��element��to��ensure��
sustainability��and��resilience.��Developing��our��own��officers��and��trainee��plans��will��be��a��key��part��
of��this��going��forward��in��the��next��5��to��10��years.��
��
4.4���� Performance��Management����
��
Everyone��working��within��the��service��has��a��responsibility��for��ensuring��the��delivery��of��the��best��
service��possible.��To��help��deliver��a��positive��and��productive��performance��culture��the��service��
ensures��targets��are��established��which��focus��on��outcomes��and��outputs.����
��
Performance��is��monitored��and��assessed��by��various��methods��and��reported��internally��and��
publically.��Performance��expectations��and��standards��are��outlined��and��reported��in��the��
following��ways:��

�x Legislation,��enforcement��and��technical��guidance.��
�x Internal�� working�� documents�� and�� procedures�� –�� e.g.�� framework�� policies�� and��

procedures,��enforcement��policy,��customer��service��standards,��council��HR��policies��and��
procedures��etc.��
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�x Food��service��plan.��
�x Internal��monitoring��of��performance��–��e.g.��team��meetings,��one��to��one��discussions,��

monthly��reporting��to��senior��officers,��public��reporting��of��performance��through��
Pentana,��accompanied��visits,��customer��survey��and��service��complaints.��

�x Appraisal��and��Development��Review��(ADR)��process.��
�x Training��and��professional��development��of��officers��and��management.��
�x Reporting��to��external��agencies��–��e.g.��Food��Standards��Scotland,��Scottish��Government.��
�x Internal��reporting��to��elected��members��–��performance��committee,��Environment��

PDSP,��Council��Executive.��
�x Audit��by��Food��Standards��Scotland.��

��
SECTION��5���r��QUALITY��ASSESSMENT��
��
5.1���� Quality��Assessment����
��
The�� Environmental�� Health�� &�� Trading�� Standards�� service��
participates��in��the��West��Lothian��Assessment��Model.��This��is��
West��Lothian��Council’s��adaptation��of��the��European��Foundation��
for��Quality��Management.��This��is��being��used��to��help��deliver��continuous��improvement��of��the��
service��in��years��to��come.����The��service��is��assessed��as��part��of��the��corporate��Customer��Service��
Excellence��award.��
��
The��food��safety��and��animal��feeding��stuffs��work��is��subject��to��audit��by��the��Food��Standards��
Scotland.��All��audit��reports��can��be��found��at��www.food.gov.uk.��The��service��was��last��audited��in��
February��2014.��Audit�� reports��are��sent�� to�� the��Chief��Executive��and��are�� reported�� to��
appropriate��elected��member��forums.����
��
Internal��monitoring��of��procedures��and��customer��feedback��regarding��hygiene��inspections��
and��food��complaints��is��also��used��to��assess��the��quality��of��the��service��provided.��Customer��
consultation��is��a��key��development��issue��and��a��customer��and��business��consultation��survey��is��
carried��out��once��a��year.����
��
SECTION��6���r��SERVICE��PLAN��AND��OPERATIONAL��PLANS��REVIEW��
��
6.1���� Review��against��Service��Plans��and��Team��Plans.��
��
The��food��service��plan��will��be��reviewed��in��six��months.��
��
Internal��plans,��policies��and��procedures��are��reviewed��annually,��or��as��and��when��required.��
��
��
��
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6.2���� Identification��of��any��Variance��from��the��Service��Plan��
��
The��changing��nature��of��demands��upon��the��service��requires��a��flexible��approach��to��balancing��
priorities.��Food��safety��and��public��health��protection��will��always��provide��challenges.��Officers��
and��managers��continue��to��take��a��constructive��and��professional��approach��to��such��matters,��
and��through��prioritisation,��effective��work��planning��and��delivery,��the��service��has��ensured��
good��performance��in��a��number��of��areas.��
��
The��biggest��impact��on��the��delivery��of��the��2017/2018��service��plan��was��vacant��officer��posts��
within��the��team.��Even��though��posts��were��advertised��it��was��difficult��to��attract��suitably��
qualified��officers.��One��post��had��been��vacant��since��April��2016,��and��was��finally��filled��in��
November��2017.��A��second��post��became��vacant��in��September��2017��and��was��filled��in��
February��2018.��Work��was��re�raligned��and��there��has��been��an��impact��on��other��elements��of��
service��delivery��within��environmental��health.����
��
The��impacts��on��the��food��service��plan��have��been��across��the��inspection��programme.��There��
will��be��a��carry��over��of��missed��inspections��into��2018/2019.��These��will��be��prioritised��within��
the��inspection��programme��to��ensure��they��are��inspected��as��soon��as��possible.��The��percentage��
of��highest��risk��establishments��inspected��by��the��target��date��remained��high��and��above��target.��
A��significant��number��of��further��visits��were��also��completed��by��officers.��Further��details��can��be��
found��in��Appendix��3.��
��
A��large��number��of��lower��risk��businesses��were��dealt��with��by��alternative��enforcement.��Unless��
there��is��a��higher��risk��visit��required��to��the��business,��these��businesses��will��be��dealt��with��by��
sending��out��a��standard��letter��containing��some��basic��food��safety��information,��and��a��request��
that��they��update��the��service��with��any��changes��to��business��operation.��This��approach��will��
continue��due��to��higher��priority��demands��on��officers.����
��
It��was��anticipated��that��during��2017/2018��the��local��authority��would��be��participating��in��the��
new��Scottish��National��Database��(SND)��system��for��food��safety��developed��by��Food��Standards��
Scotland��(FSS).��This��has��not��taken��place��yet��due��to��concerns��with��a��requirement��of��the��new��
system��to��include��the��sharing��of��personal��data.��Previous��reporting��systems��did��not��require��
personal��data��sharing.��Offers��to��upload��non��personal��data��only��have��not��been��accepted��by��
FSS.��This��will��therefore��have��an��impact��on��the��Council’s��ability��to��provide��an��annual��return��
to��FSS.��A��manual��return��will��be��provided��for��West��Lothian��Council��2017/2018��data.����
��
The��tender��process��for��public��analyst��and��scientific��service��provider��failed��to��achieve��any��
response.��These��are��difficult��times��for��public��analyst��laboratory��services��as��local��authority��
customers��have��reduced��sampling��activity��over��recent��years.��It��was��decided��to��change��the��
approach��to��procurement��of��this��service��and��split��the��contract��into��different��elements,��and��
go��out��to��seek��bids��from��a��wider��variety��of��laboratory��providers.��This��approach��was��
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successful��in��achieving��suitable��bids��and��contracts��will��be��in��place��for��2018/2019��–��
2020/2021.��
��
However,��even��in��challenging��times��it��is��important��to��acknowledge��the��positive��aspects��of��
team��work��addressed��and��delivered��during��2017/2018.��These��include:��
��

�x Maintaining��a��high��level��of��performance��in��delivering��inspection��targets��for��highest��
risk��premises.��

�x A��high��percentage��of�� premises��achieving��a��Pass�� rating�� in�� the�� food��hygiene��
information��scheme.��

�x An��increase��in��the��percentage��of��premises��which��are��rated��as��broadly��compliant��with��
food��safety��standards.��

�x Engagement��in��a��national��project��to��overhaul��the��current��inspection��rating��scheme��
for��food��safety.��This��has��also��resulted��in��officer��involvement��in��a��national��working��
group��to��develop��a��new��approach��for��inspections��and��interventions,��and��the��
authority��being��one��of��10��pilot��authorities��testing��the��proposed��inspection��rating��
scheme��and��new��food��safety��inspections��approach.��

�x Developing��a��new��approach��to��dealing��with��new��food��businesses��which��present��a��
minimal��inspectable��risk.����

�x Adaptation��of��systems��for��certificates��of��compliance��for��street��trading��vehicles��to��
adopt��new��national��standards��for��consistency��between��local��authorities.��

�x Improving��web��content��to��provide��more��information��for��business��operators��and��
members��of��the��public��on��food��safety��issues.��

�x Developing��frontline��officers��in��engaging��with��partners��and��other��agencies��through��
working��groups,��networking��and��representing��service��at��various��events.��This��is��
essential�� for�� succession�� planning�� and�� ensuring�� new�� or�� different�� views�� and��
perspectives��are��brought��forward.��

��
Performance��and��workload��comparisons��are��made��in��Appendix��3.��
��
6.3���� Areas��for��Improvement��/ ��Challenges.��
��
The��following��have��been��identified��as��the��key��challenges��for��2018/2019��and��ongoing:��
��

�x Ongoing��demands��on��officers��from��challenging��premises��and��incidents��in��terms��of��
food��safety,��workplace��safety��and��public��health��issues.��

�x The��developing��and��changing��regulatory��landscape��as��the��UK��prepares��to��adapt��to��
impact��of��leaving��European��Union.��

�x Ensuring�� that��officers��are��supported,��developed��and��capable��of��dealing��with��
challenging,��time��consuming��and��high��risk��workload.��Maintaining��capacity��in��skills��
and��knowledge,��as��well��as��officer��resource.��
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�x Establishing��and��targeting��workload��priorities��with��available��resources��which��deliver��
and��maintain��the��best��achievable��levels��of��public��health��protection.��

�x Determining��an��appropriate��way��forward��with��Food��Standards��Scotland��to��resolve��
concerns��with��data��protection��and��West��Lothian��participation��and��contribution��to��
Scottish��National��Database��for��food��safety��official��controls.��

�x Adapting�� to�� changes�� in�� the�� Scottish�� food�� safety�� landscape�� resulting�� from��
implementation��of��the��Food��Standards��Scotland��regulatory��strategy.��A��revised��code��
of��practice��is��anticipated��in��2018,��and��a��new��inspection��rating��scheme��and��changes��
to��requirements��for��food��safety��inspections��are��likely��to��be��in��place��for��2019.��

�x Implementation��of��changes��from��new��regulations��covering��private��water��supplies��
and��the��development��of��new��approaches��to��risk��assessment��of��supplies.��

�x Developing��new��working��relationships��with��scientific��services��and��laboratory��service��
providers.��

��
There��are��no��specific��projects��identified��for��attention��in��2018/2019.����
��
The��biggest��demand��on��the��food��service��remains��dealing��with��risks��to��public��health��balanced��
against��an��increasing��workload.��The��challenge��and��demand��continues��to��be��positively��
managed��and��also��supported��by��officers.��This�� is��achieved��through��established��work��
priorities,��improved��efficiency��and��effectiveness��in��work��planning��and��actions,��ensuring��
appropriate��and��balanced��enforcement��action,��supporting��businesses��where��possible��to��
work��safely,��and��supporting��officers��in��dealing��with��difficult��and��complex��public��health��
protection��work.��The��priority��focus��remains��on��outcomes��and��not��just��output.��This��approach��
has��been��in��place��for��many��years��with��some��adjustments��and��refinements��over��time.������
��
The��plan��for��2018/2019,��and��beyond,��is��to��ensure��the��service��focuses��resources��at��priority��
areas��of��work,��and��takes��the��correct��action��to��protect��public��health��when��risks��are��
identified.��
��
��
��
SECTION��7���r��ANIMAL��FEEDING��STUFFS��AND��PRIMARY��PRODUCTION.��
��
7.1��Service��Delivery��
��
The��control��and��monitoring��of��animal��feeding��stuffs��is��undertaken��by��
Trading��Standards.����0.2��FTE��staff��are��responsible��for��registration,��
inspection�� and�� sampling�� activities�� in�� relation�� to��all�� feedstuffs��
establishments��within��West��Lothian.��There��are��currently��153��premises��
that��have��applied��for��registration/approval��or��made��a��declaration��of��
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conformity.��The��ongoing��proposals��to��transfer��the��official��control��of��feeding��stuffs��to��Food��
Standards��Scotland��have��been��delayed,��pending��a��tendering��process��that��may��eventually��see��
a��third��party��deliver��feed��stuffs��enforcement��on��a��regional��or��national��basis.����
��
7.2��Inspection��
��
The��inspection��procedure��is��as��detailed��in��the��document��“West��Lothian��Council,��Planning��
and��Economic��Development��Services,��Feeding��Stuffs��Inspection��Procedure”.��Feeding��stuff��
premises��are��currently��subject��to��the��NTSB/SCOTSS��premises��risk��assessment��scheme��and��
(in��relation��to��primary��production)��Annex��10��of��the��Food��Law��Code��of��Practice,��which��
determine��the��risk��category��and��inspection��frequency.��During��2017/18,��there��were��no��
programmed��visits��made��to��premises��where��feed��hygiene��inspections��were��carried��out,��
although��one��planned��visit��for��2017/18��was��carried��out��in��early��2018/19.��No��programmed��
visits��to��primary��producers��are��planned��for��2018/19.��
��
��
7.3��Staffing����
��
The��Trading��Standards��section��currently��comprises��four��Trading��Standards��Officers,��three��
Fair��Trading��Officers��and��one��Enforcement��Officer.����All��Trading��Standards��Officers��are��
authorised��to��enforce��the��Agriculture��Act��1970��and��subordinate��and��associated��legislation,��
with��approximately��0.2��FTE��staff��nominally��allocated��to��this��function.��Two��Trading��Standards��
Officers��are��authorised��to��undertake��Level��2��duties��as��specified��in��the��Feed��Law��Code��of��
Practice��2015.������
��
��
��
Appendices:endices��
��
Appendix��1��–��Service��structure.��
Appendix��2��–��Scope��of��food��service.��
Appendix��2a��–��Extended��public��health��links��from��food��safety��controls.��
Appendix��2b��–��Objectives��of��the��food��service.��
Appendix��3��–��Workload��and��performance��comparisons.��
Appendix��4��–��List��of��customers��/ ��partners��/ ��stakeholders.��
Appendix��5��–��Overview��of��food��interventions��policy.��
Appendix��6��–��Service��requests��/ ��complaints��–��service��standards��and��prioritisation.��
Appendix��7��–��Official��control��obligations��
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Appendix��1��–��Environmental��Health��and��Trading��Standards��Structure��(April��2018)��
��
��
��
��
��
��
��
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Appendix��1����

Environmental��Health��staff��age��profile��(at��01/04/2018)��
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Appendix��2��–��Scope��of��Food��Service��

Function�� Activities��
Food��hygiene�� To��inspect��premises��in��line��with��The��Food��Law��Code��of��Practice��(Scotland)����and��prioritise��the��inspection��of��

premises��on��a��basis��of��high��to��low��risk.��
To��adhere��to��relevant��team��policies��and��procedures.��
To��ensure��compliance��with��the��law��by��means��of��education,��training,��motivation��and��enforcement.��
To��ensure��that��re��–��visits��are��made��to��premises��when��necessary,��and��in��line��with��our��inspection��procedures.��
To��ensure��compliance��with��legal��requirements��in��terms��of��licensing��and��approval��of��premises.��

Food��safety��and��
standards��

To��inspect��premises��in��line��with��The��Food��Law��Code��of��Practice��(Scotland).��
To��adhere��to��relevant��team��policies��and��procedures.��
To��ensure��compliance��with��the��law��by��means��of��education,��training,��motivation��and��enforcement.��
To��ensure��that��re��–��visits��are��made��to��premises��when��necessary.��
To��ensure��that��a��sampling��programme��is��devised��and��followed.��

Food��enquiries��and��
investigations��

To��react��to��emergencies��and��immediate��threats��to��public��health.��
React��to��and��investigate,��where��appropriate,��enquiries��and��complaints��relating��to��food��safety��and��quality,��
and��hygiene��in��food��premises.��
React��to��and��respond��appropriately��to��food��alerts.��
To��adhere��to��team��policies��and��procedures.��
When��necessary��seize,��detain��and��arrange��for��condemnation��of��food��not��meeting��food��safety��requirements.��
Respond��to��requests��for��verification��of��voluntary��surrender��of��food��for��condemnation.��
Respond��to��requests��for��export��certificates.��

Business��and��consumer��
advice��

Carry��out��visits��to��premises��to��give��guidance��or��to��follow��up��complaints.��
Provide��guidance��and��advice��to��new��businesses��to��help��comply��with��food��law.��
Provide��training��and��education��for��trade��and��other��groups��in��West��Lothian.��
Deal��with��general��enquiries��for��help��and��guidance��on��relevant��food��matters.��

Reporting��and��liaison��–��
working��together��

To��ensure��that��policies��and��procedures��are��in��place��and��followed��as��per��the��Framework��Agreement��on��Food��
Law��enforcement.��
Prepare��reports��and��returns��to��various��groups��and��agencies.��
Work��together��with��others��to��improve��food��safety��and��the��service��provided.��
Work��together��as��a��team.��

Water��quality��and��safety�� To��ensure��that��a��sampling��plan��is��in��place��and��carried��out��to��measure��the��safety��and��quality��of��private��and��
public��drinking��water��supplies��in��West��Lothian.��
To��ensure��that��a��sampling��plan��is��in��place��and��carried��out��to��measure��the��safety��and��quality��of��recreational��
water,��such��as��swimming��pools,��spas��etc.��
To��ensure��that��appropriate��follow��up��action��is��taken��when��problems��are��identified��with��water��safety��and��
quality.��
To��respond��to��requests,��where��appropriate,��from��people��concerned��about��the��safety��and��quality��of��water��in��
West��Lothian.��

Infectious��disease��
control��

To��investigate��notified��cases��of��food��poisoning,��and��food��or��water��–��borne��disease.��
To��notify��Public��Health��Medicine��of��possible��outbreaks��/ ��cases��for��exclusion.��
To��adhere��to��relevant��team��policies��and��procedures.��
To��provide��good��advice��to��patients��and��public��to��prevent��further��spread��of��infection.��
To��be��involved��in��any��incident��or��outbreak��control��team.��

Support��activities��and��
miscellaneous��

To��manage��the��work��of��the��food��service.��
To��provide��technical��and��administrative��support.��
To��instigate��special��projects��and��initiatives��to��tackle��particular��food��related��issues.��
To��use��and��maintain��a��system��database��to��manage��the��inspection��programme��and��process��service��requests.��
To��maintain��the��competence��of��inspection��staff��and��develop��their��skills��and��knowledge,��by��means��of��peer��
review,��training��and��monitoring.��
To��ensure��that��premises��files��are��updated��with��appropriate��information.��

Feedingstuffs���� To��ensure��the��registration��of��feedingstuffs��premises.��
To��ensure��registered��premises��are��inspected.��
To��ensure��that��feedingstuffs��are��sampled.��
To��respond��to��complaints��and��concerns��regarding��quality��and��safety��of��feedingstuffs.��
To��ensure��compliance��with��all��legal��requirements��in��relation��to��feedingstuffs.����
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Appendix��2a��–Extended��public��health��links��from��food��safety��controls��
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Appendix��2b��–��Objectives��of��food��service��
��
��

�x To��ensure��the��safety��of��food��by��means��of��a��programme��of��inspections��designed��to��
check��compliance��with��current��laws��and��codes��of��practice,��and��to��educate,��train��
and��motivate��all��parts��of��the��food��industry.��To��enforce��the��law��when��necessary��in��
the��interests��of��public��health.��

�x To��protect��the��public��and��ensure��the��quality��and��safety��of��food��and��drink��in��West��
Lothian��by��inspection��and��sampling��for��analysis��and��examination.��To��inspect��
premises��to��ensure��food��standards��legislation��is��being��applied��and��improve��
compliance��through��a��balance��of��education��and��enforcement.��

�x To��react��to��emergencies��and��immediate��threats��to��public��health.��To��investigate��
food��related��enquiries��and��complaints.��Reacting��to��food��safety��alerts��issued��by��FSA��
and��other��bodies��to��secure��the��withdrawal��of��any��suspect��foods��from��premises��
within��West��Lothian.��To��ensure��that��food��not��meeting��food��safety��requirements��is��
removed��from��sale��to��the��public.��To��issue��appropriate��export��certification��in��
relation��to��food��being��exported��to��countries��out��with��the��EU.��

�x To��provide��guidance��and��raise��awareness��of��food��safety��within��the��business��
community��and��general��population��of��West��Lothian��to��ensure��compliance��with��
food��law��and��help��develop��a��better��educated��population.��

�x To��work��together��with��colleagues��in��West��Lothian��Council,��other��local��authorities,��
professional��bodies,��central��government��and��other��interested��parties��to��ensure��a��co��
–��ordinated��approach��to��food��related��matters.��To��provide��relevant��reports��and��
statistics��as��required��regarding��the��operation��of��the��food��service.��

�x To��ensure��the��wholesomeness,��safety��and��quality��of��drinking��and��pool��waters��in��
West��Lothian.��

�x To��be��proactive��and��reactive��in��controlling��and��investigating��instances��of��food��or��
water��–��borne��diseases��and��infections��within��West��Lothian.��To��provide��appropriate��
information��to��patients��and��work��with��partners��in��public��health��medicine��to��control��
the��further��spread��of��infection.��

�x To��ensure��activities��which��are��necessary��to��support,��compliment��and��develop��the��
work��of��the��food��service��are��carried��out��(e.g.��staff��development��and��health��and��
safety,��performance��monitoring��and��reporting��service��prioritisation,��balancing��
better��regulation��and��public��health��protection).��
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Appendix��3��–��Workload��Comparisons��
��

Activity�� 2014/2015�� 2015/2016 2016/2017 2017/2018
�� Completed�� Missed Completed Missed Completed Missed�� Completed Missed
Food��hygiene��inspections�� 753 10�� 868 4 777 45�� 781 72
(By��alternative��enforcement)�� 139 0�� 99 0 208 0�� 208 0
�� Completed�� Missed Completed Missed Completed Missed�� Completed Missed
Food��standards��inspections�� 362 0�� 451 2 601 27�� 769 52
(By��alternative��enforcement)�� 56 0�� 135 0 146 0�� 94�� 4
Revisits��/ ��other��visits�� 700 735 776 714
Number��of��premises�� 1639�� 1662 1698 1713
Broadly��Compliant��Hygiene�� 87.1%�� 89.9% 90.9% 92.0%
Broadly��Compliant��Standards�� 99.7%�� 99.8% 99.6% 99.6%
Food��hygiene��inspection��
perfomance��indicators��
(inspections��completed��by��due��
date)��
** ��Indicator��now��measures��%age��
completed��within��the��year.��
#��Approved��premises��included.��
Category��E��premises��not��
routinelyinspected��(use��of��
alternative��enforcement)��so��not��
counted��here.��

Category�� %��on��
time��
��

Category %��on��
time��

Category %��on��time�� Category %��on��
time��

A��(6��months)#�� 100 A��(6��months)# 100 A��(6��months)# 100�� A��(6��months)# 98.4
B��(12��months)��#�� 98.7 B��(12��months)# 100 B��(12��months)��

#��
98.5�� B��(12��months)

#��
96.8

C��(18��months)��#�� 98.8** C��(18��months)# 98.4 C��(18��months)��
#��

94.7�� C��(18��months)
#��

82.9

D��(24��months)��#�� 91.2** D��(24��months)# 97.8** D��(24��months)��
#��

78.2**�� D��(24��
months)��#��

90.8

Food��standards��inspection��
performance��(inspections��
completed��by��due��date)����
** ��See��food��hygiene��
#��Category��C��(completed��by��
alternative��enforcement��
routinely)��no��longer��counted��
here.Unrated��premises��include��
food��hygiene��inspections.��

A�� 50�� A 100 A 100�� A�� 87.5
B�� 100** B�� 97.5** B�� 94.4**�� B���� 96.5

Unrated#�� 98.7 Unrated# 98.5 Unrated# 91.1�� Unrated# 83.8

Number��of��enquiries�� 626 528 695 671
%��Enquiries��responded��to��on��
time����(Target��85%)��

87.3%�� 97.9% 92.9% 95.1%

Number��of��food��complaints�� 64 50 43 106
Number��of��premises��complaints� � � �

92�� 69�� 140��
��
63��

Food��alerts�� 3�� 1 10 11��
Advisory��visits�� 24 19 32 41��
Infectious��disease��investigations� � � �

215�� 221�� 215��
��
187��

Export��certificates�� 51 64 52 38��
Food��condemnations�� 0�� 0 0 0��
Workplace��safety��interventions��
(food��establishments)��

203 190 154 198

Samples��taken��
��
��

Type���� No. Type No. Type No.�� Type No.
Food��Chem�� 229 Food��Chem 183 Food��Chem 163�� Food��Chem 151
Food��micro�� 257 Food��micro 251 Food��micro 266�� Food��micro 201
Water��mains�� 2�� Water��mains 2 Water��mains 0�� Water��mains 0
Water��private�� 23�� Water��private 33 Water��private 42�� Water��private 32
Swimming��pool�� 68�� Swimming��pool 0 Swimming��pool�� 0�� Swimming��pool 0

Reports��to��fiscal�� 0�� 2 1 0��
Hygiene��improvement��notices�� 37 13 5 16��
Remedial��action��notices�� 23 18 22 15��
Emergency��Closures��(including��
voluntary)��

��
4�� 0�� 0��

��
0��

Number��of��staff��available�� 7�� 7.2 7 7.1��
£��Cost��/ ��Head��of��population��/ ��
year��(Per��Week)��

£2.17��
(£0.04)��

£2.26
(£0.04)��

£2.24
(£0.04)��

£2.39
(£0.05)��
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Appendix��3���r��Inspection��Workload��Targets��
��
Inspection��Workload��2018/2019��
��
Table��1.��Food��Hygiene��Inspections��2018/2019.��
��
COP��
Risk��Category��

Total��No����
in��Category��

Required��Inspection��
Frequency��

Planned��Inspections��
for��18/19��

A�� 58�� every��6��months�� 58��
B�� 248�� every��12��months�� 248��
C�� 315�� every��18��months�� 204��
D�� 264�� every��24��months�� 101��
E���� 694�� every��36��months�� 166��
Newly��registered���� 88� � � �88��
Alternative��
Enforcement��

27�� Every��36��months�� 2��

TOTALS�� 1694� � � �867��
��
Table��2.��Food��Standards��Inspections��2018/2019.��
��
COP��Risk��Category�� Number��in��

Category��
Required��inspection��
frequency��

Planned����inspections��
18/19��

A�� 6�� 12��months�� 6��
B�� 220�� 24��months�� 47��
C�� 1364�� 60��months�� 123��
Newly��registered�� 87� � � �87��
Alternative��
enforcement��

32�� 60��months�� 10��

TOTALS�� 1709� � � �273��
��
��
��
� � � �
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Appendix��3��–��Infectious��Disease��Notifications��and��Sampling��Performance��Measures��
��
Sampling��Outcomes��2017/2018��
��
Sample��Type�� %��Pass��
Food��microbiology�� 89%��
Food��Chemical�� 93%��
Private��water��supply�� 78%��
��
2.��Sampling��Plan��2018/2019����
��

Food��Chemical��Samples�� Number
Acrylamide��in��food�� 13��
Catering��colours��in��meals�� 10��
Catering��gluten��allergen��control��in��meals�� 5��
Catering��MSG��in��meals�� 10��
Catering��peanut��allergen��control��in��
meals�� 5��
Catering��treenut��control��in��meals�� 5��
Complaints/Investigation�� 10��
Fish��species��ID�� 6��
HA��colours��in��foods�� 12��
HA��gluten��allergen��control�� 7��
HA��Nutritional��information�� 10��
HA��peanut��allergen��control�� 5��
HA��treenut��allergen��control�� 5��
Histamine��in��fish��products�� 5��
Meat��products/pastries�� 14��
meat��species��ID�� 10��
Minced��meat�� 10��
SFELC��priority���r��Cakes/Bakery��Products��
from��small��independent��catering��
establishments��sold��as��“gluten�r��free”��–��
either��made��on��the��premises��or��bought��
in��from��small��producers.��(Target��4)�� 8��
SFELC��priority���r��Non��UK��Manufactured��
Foods��labelled��as��“Gluten��–Free”��(target��
4)�� 4��
Venison��species��ID�� 1��
Vodka�� 4��
Whisky�� 8��

��
��
��
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��
��
Water��samples���� Number��

Private��Water��Supply��(PWS)��A��Micro��
11��

PWS��A��chemical��
11��

PWS��B��Micro��
0��

PWS��B��Chemical��
0��

Pool��Micro��
0��

Pool��chemical��
0��

��
��
��

Food��Microbiological��Samples�� Number
Routine��micro�� 144��
Routine��micro.��RTE��meals��containing��rice�� 38��
Ice��cream�� 10��
SFELC��priority���r��Mayonnaise��based��
sandwich��fillings��from��independent����
catering��establishments�� 4��
SFELC��priority���r��Non��UK��manufactured��
cooked��meats��pre�rpacked��or��non�rpre�r
packed�� 4��

��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
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Appendix��3��–��Business��Customer��Satisfaction� � � �
��
Business��Customer��Satisfaction.��(Percentage��of��businesses��who��rated��officer’s��explanation��
of��how��to��comply��with��legislation��as��good��or��excellent)��
��

��
��
��
��
��
��
��
��
��
��
��
��
��
��
��
��

��
��
Overall��customer��satisfaction��remains��high.��It��is��encouraging��to��note��that��officers��input��to��
business��visits��is��viewed��so��positively.��Business��customers��are��surveyed��annually��to��help��us��
ensure��that��officers��are��providing��the��best��service��possible.��It��remains��a��difficult��balance��
when��officers��are��having��to��take��enforcement��action��and��convey��challenging��information.��
Other��information��gathered��in��our��annual��surveys��is��highlighted��in��the��table��below.��
��

�� 2017/2018�� 2016/2017�� 2015/2016
Staff��overall��knowledge��and��professionalism��
(good/excellent)��

100%�� 100%�� 90.9%*��

Overall��level��of��service��(good��/ ��excellent)�� 100%�� 90%*�� 90.9%*��
Treated��fairly��at��all��times��(good��/excellent)�� 100%�� 100%�� 90.9%*��
*all��other��responses��rated��satisfactory� � � �

��
��
This��feedback��would��tend��to��support��the��view��that��local��businesses��support��the��visits��to��
their��premises��and��the��assistance��offered��by��officers.��
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Appendix��4��–��Customers��/ ��Partners��/ ��Stakeholders��
��
GROUP�� RELATIONSHIP�� COMMUNICATION��EXAMPLES�� PROPOSED��FOR��2018/2019��
Businesses��within��West��
Lothian������
��
��

Inspections;��application��of��legislation;��
advisory��activities;��investigation��into��
incidents,��sampling,��education,��
training,��enforcement,��motivation.��
New��business��support.��

Provide��guidance,��training��
materials��online,��technical��
information,����guidance��notes,��
information��leaflets,��Use��of��
Interpretation��and��Translation��for��
ethnic��languages��as��appropriate,��
press��releases,��mail��shots��etc.��
Improved��web��content��and��links��
to��other��sources��of��information.��

��
No��change��to��current��approach.��

Public����
��

We��protect��them.��We��investigate��
complaints��on��their��behalf.��We��
provide��guidance��and��information.��

Press��releases,��infectious��disease��
information��sheets.��
Customer��feedback��on��food��
complaints.��
Food��hygiene��information��
scheme.��
Web��information��on��food��safety��
issues.��

No��change��to��current��approach.��
��
��
����

FSS�� They��provide��direction��and��guidance��
on��a��partnership��basis.��
We��report��to��them��annually.��
They��audit��our��performance.��
��

Audit��reports.��We��consult��them��
on��technical��guidance��and��policy.��
They��consult��with��us��on��legal,��
policy��and��technical��matters.��Will��
engage��through��working��groups��
and��similar.��

No��change��to��current��approach.��
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Elected��Members��
(Councillors)��

We��respond��to��complaints��and��
enquiries��and��provide��information��as��
required.����

Reports��to��Environment��PDSP,��
and��Council��Executive.����
Advice��to��licensing��board.��
Annual��Service��Plan��is��presented��
to��Council��Executive��for��approval.��
Email��local��members��when��
premises��in��area��is��closed.��

No��change��to��current��approach.��

Other��LA��Services��–��
Planning,��Building��
Standards,��Economic��
Development,��Legal����&��
Licensing,��Facilities��
Management,��Education��
services,��Integration��Joint��
Board,��Social��policy.��

Act��as��statutory��consultee.��Provide��
and��receive��guidance��and��support.����
Work��in��partnership��in��specific��areas��
of��interest.��

Planning��and��building��warrant��
application��comments.��Licensing��
applications��and��comments.��
Reports��as��required.��
Meetings��with��facilities��
management,��as��required,��to��
discuss��common��issues��from��
inspections.��
Developed��social��policy��food��
safety��and��infection��control��
procedures��document.��

Ongoing��communication��where��changes��in��
legislation��or��policy��likely��to��impact��on��
services.��

Lothian��NHS�� We��work��together��on��investigation��
and��control��of��infectious��diseases.��
��

EHO/HPT��meetings.��
Sporadic��and��outbreak��plans.��
Agreed��joint��health��protection��
plan.��

No��change��to��current��approach.��
��

Other��local��authorities��
��

Share��information��and��best��practice.��
Sampling��initiatives.��
Developing��guidance��and��working��
standards��to��ensure��consistency��of��

Liaison��groups.����
Scottish��Food��Enforcement��
Liaison��Committee.��
National��working��groups.��

No��change��to��current��approach.��
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approach.��
Contribution��to��national��policies��and��
legislation��development.��

��

PF��and��legal��system.��
��
��

Take��legal��action��based��on��reports��
sent��by��us.��

We��send��reports.��Work��together��
on��content��of��report.��We��provide��
technical��guidance.��Send��reports��
electronically.��

No��change��to��current��approach.��

Care��Inspectorate�� Act��as��Consultee��/ ��Advisor�� Written��reports��and��telephone��
calls��to��Care��Inspectorate��Officers��

No��change��to��current��approach.��
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Appendix��5��
��
Overview��of��food��interventions��policy:������
��
The��Food��Law��Code��of��Practice��(Scotland)��advocates��achieving��compliance��through��the��use��
of��a��range��of��interventions��and��allows��local��authorities��some��flexibility��in��the��type��of��
intervention��used��at��a��food��business.��
��
West��Lothian��Council��recognises��that��different��approaches��are��required��to��ensure��a��business��
complies��with��the��law��in��terms��of��food��hygiene��and��food��standards.��It��is��however��important��
to��recognise��that��the��approach��used��by��officers��will��be��determined��by��the��circumstances��
identified��at��the��time��of��a��visit��and��not��in��advance.��
��
It��is��recognised��that��the��code��of��practice��expects��a��risk��based��approach��to��inspections��is��put��
in��place��by��local��authorities.��With��this��in��mind��West��Lothian��Council��has��always��established��a��
priority��basis��for��workload,��as��follows:��
��

Priority�� Category�� Description��
1�� Emergencies��and��

threats��to��public��
health��

�x Food��alerts��for��action��(issued��by��Food��Standards��Scotland)��–��
high��threat��to��public��health.��

�x Fatalities��/ ��serious��accidents.��
�x Communicable��disease��outbreaks��and��public��health��incidents.��
�x Communicable��disease��investigations.��
�x Revisits��to��secure��compliance.��
�x Formal��action��to��protect��public��health��(remedial��action��notices,��

hygiene��emergency��prohibition,��seizure��and��detention��of��food,��
prohibition��notice��etc.)��

�x High��priority��food��and��water��concerns��and��monitoring.��
�x Serious��workplace��safety��concerns.��

2�� Highest��
consequence��
proactive��

�x Routine��food��hygiene��inspections:��
�x Risk��band��A,��B��and��approved��establishments.��
�x Risk��band��C��and��unrated��–��where��cross��contamination��

consideration��required.��
�x Routine��food��standards��(authenticity,��composition��and��labelling)��

inspections:��
�x Risk��band��A.��

�x Routine��workplace��safety��inspections:��
�x Risk��band��A��and��B1.��

3�� High��
consequence��
proactive��/ ��
reactive��

�x Routine��food��hygiene��inspections:��
�x Risk��band��C��and��unrated��not��included��above.��

�x Guidance��to��potentially��high��risk��new��establishments.��
�x Project��/ ��support��activities��to��address��high��consequence��public��
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health��issues.��
��

4�� Medium��
consequence��
proactive��/ ��
reactive��

�x Routine��food��hygiene��inspections:��
�x Risk��band��D��(priority��given��to��those��handling��open��high��

risk��food).��
�x Routine��food��standards��inspections:��

�x Risk��band��B.��
�x Routine��health��and��safety��interventions:��

�x Unrated.��
�x Other��categories��associated��with��hygiene��and��standards��

inspections��above.��
�x Street��traders��certificates��of��compliance,��and��Section��50��

certificates��(Licensed��establishments).��
�x Export��certificates.��
�x Project��/ ��support��activities��to��support��service��delivery��and��

customer��/ ��business��information��access.��
5�� Lower��

consequence��
proactive��/ ��
reactive��

�x Alternative��enforcement��interventions:��
�x Hygiene��risk��band��E.��
�x Standards��risk��band��C.��

�x Consultations��/ ��comments��–��licensing��of��events,��planning��etc.��
�x Guidance��to��low��risk��new��establishments.��
�x Low��priority��food��and��water��concerns.��

��
The��priorities��reflect��the��combined��work��areas��of��food��safety,��workplace��safety��and��public��
health.��
��
Food��Hygiene��
��
Category�� Inspection��target�� Intervention��
A�� By��due��date��(+��28days)�� Inspection����
B�� By��due��date��(+��28days)�� Inspection��
C�� By��due��date��(+��28days)�� Inspection*��
D�� Within��financial��year�� Inspection��
E�� Within��financial��year�� Alternative��enforcement**��
Unrated�� Inspection��set��within��3��months��registration.����

Inspection��completed��by��due��date��(+��28days)��
Inspection��

853/2004��
establishment��

By��due��date��(+��28days)�� Inspection��

*Priority��being��given��to��premises��where��there��is��potential��cross��contamination��issues.��
**Includes��premises��with��no��inspectable��risk��(already��categorised��as��alternative��enforcement)��
��
��



                         

38 

 2018/2019 
 
Food Service Plan 
  ��
 

 
 
 
 
 

��
��
��
��
Food��Standards��
��
Category�� Inspection��target�� Intervention��
A�� By��due��date��(+28��days)�� Inspection��
B�� Within��financial��year�� Inspection��
C�� Within��financial��year�� Alternative��enforcement��
Unrated�� Inspection��set��within��3��months��of��registration.��

Inspection��completed��by��due��date��(+��28days)��
Inspection��

��
Inspections��and��Interventions��
��
All��inspections��and��interventions��will��be��carried��out��in��accordance��with��West��Lothian��
Council’s��inspection��procedures��and��enforcement��policy.��Inspections��will��be��conducted��in��
accordance��with��chapter��4.2��of��the��Food��Law��Code��of��Practice��(Scotland)��and��will��utilise��the��
appropriate��West��Lothian��Council��inspection��aide��memoire.��Not��all��inspections��are��able��to��
be��targeted��by��the��due��date��as��required��by��the��code��of��practice.����
��
Alternative��Enforcement��–��Food��Hygiene��&��Food��Standards��
��
In��line��with��the��principles��of��the��Food��Law��Code��of��Practice��(Scotland)��West��Lothian��Council��
ensures��that��priority��is��given��to��food��premises��which��present��a��greater��risk��to��public��health��
and��food��safety.��In��order��to��do��this��a��hierarchical��approach��to��inspections��and��visits��has��
been��established.��In��order��to��ensure��the��best��use��of��the��staff��resources��we��have��available��
and��also��ensure��that��we��maintain��a��level��of��intelligence��regarding��premises��within��our��area��
it��has��been��appropriate��to��remove��a��number��of��food��premises��from��our��routine��inspection��
programme��and��target��them��through��an��alternative��enforcement��approach.��
��
Premises��which��are��subject�� to��alternative��enforcement��have��been�� identified��above.��
Alternative��enforcement��will��be��considered��as��follows:��
��
Alternative��enforcement��visits��
��
Officers��undertaking��alternative��enforcement��visits��within��such��premises��will��not��need��to��be��
qualified��as��per��code��of��practice��requirements.��The��purpose��of��this��approach��will��be��to��
establish��the��operating��arrangements��of��such��premises��and��distribute��appropriate��guidance��
to��food��business��operators.��A��record��of��such��visits��will��be��completed��and��held��electronically.��
Should��there��be��a��change��in��the��business��operation��likely��to��change��the��inspection��rating��of��
the��premises��then��such��matters��will��be��referred��back��for��a��qualified��officer��to��pursue.��
��



                         

39 

 2018/2019 
 
Food Service Plan 
  ��
 

 
 
 
 
 

The��purpose��is��to��link��in��with��work��already��being��done��by��other��non�rfood��officers��and��
ensure��a��better��system��for��gathering��information��and��maintaining��business��contact.��
��
Where��the��premises��is��deemed��to��be��operating��in��a��way��which��requires��no��further��
intervention��by��a��qualified��officer��then��a��rating��will��be��applied��to��maintain��the��premises��
within��its��current��category��and��ensure��a��further��visit��is��made��within��the��time��frame��for��such��
premises��outlined��in��the��code��of��practice��–��i.e.��3��years��for��food��hygiene,��and��5��years��for��food��
standards.��
��
Premises��which��are��visited��by��a��non�rqualified��officer��in��terms��of��this��approach��cannot��be��
included��within��the��scope��of��the��food��hygiene��information��scheme.��
��
Premises��which��are��allocated��to��qualified��officers��due��to��link��with��higher��risk��inspection,��can��
be��inspected��as��normal.��
��
Alternative��enforcement��–��non�rvisit��business��contact��
��
Premises��identified��as��falling��within��the��alternative��enforcement��strategy��which��are��not��
linked��to��a��higher��risk��inspection,��and��where��other��workload��activities��prevent��site��visit��will��
be��contacted��by��letter��or��email.��The��purpose��will��be��to��provide��basic��food��safety��guidance,��
and��request��that��the��business��operator��advises��this��service��of��any��material��change��in��
business��ownership��or��operation.��Any��notified��change��in��ownership��or��significant��change��in��
business��operation��will��be��followed��up��by��a��visit��by��a��qualified��officer��in��due��course.��
��
This��approach��will��be��kept��under��review.����
��
Non��–��Broadly��Compliant��Premises��
��
Following��an��inspection��any��business��that��does��not��meet��the��broadly��compliant��criteria��
should��be��subject��to��further��intervention.��Such��action��should��normally��be��implemented��no��
later��than��1��month��after��the��initial��inspection��(dependant��on��nature��of��non�rcompliance).��
Officers��will��determine��the��most��appropriate��action��giving��consideration��to��the��West��Lothian��
Council��enforcement��policy��and��inspection��procedures.����
��
Interventions��will��be��recorded��by��officers,��and��may��include:��

�x further��inspection��and��audit;��
�x verification��and��surveillance;��
�x advice��and��education;��and��
�x formal��sampling.��

��
��
��
��
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Change��of��Ownership��/ ��Premises��
��
An��officer��will��inspect��a��changed��business��for��food��hygiene,��food��standards,��and��health��and��
safety��irrespective��of��what��the��initial��planned��inspection��was��for.��Risk��ratings��will��be��applied��
against��the��new��premises��details.��
��
Food��Hygiene��Information��Scheme��
��
Officers��will��ensure��that��they��follow��nationally��issued��guidance��and��internal��procedures��
when��inspecting��businesses��and��assessing��in��terms��of��the��FHIS.��Only��businesses��which��have��
been��inspected��and��rated��by��a��qualified��officer��will��be��included��within��the��scope��of��the��
scheme.����
��
Officers��will��be��mindful��of��the��response��times��for��visit��requests��in��terms��of��the��scheme��and��
ensure��these��are��met.����
��
��
��
��
��
� � � �
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Appendix����6��
��
Service��Requests��and��complaints��–��service��standards��and��prioritisation:��
��
Response��times��and��updates:��
��
We��will��aim��to��respond��to��85%��of��enquiries��within��2��working��days��of��receipt.��We��will��aim,��if��
required,��to��update��customers��of��progress��within��28��days��of��receipt.��Our��response��may��be��
by��phone,��mail��or��email.��
��
New��business��advice��
����
We��will��provide��initial��advice��over��the��phone,��by��email��or��letter.��We��will��provide��written��
guidance��to��assist��(if��required),��and��/ ��or,��direct��customers��to��other��sources��of��information.����
��
Further��assistance��such��as��review��of��plans,��or��site��visits��will��no��longer��be��possible��for��routine��
new��business��work��due��to��other��workload��demands.��
��
Licensed��premises��–��Section��50��Certificates��
��
We��will��provide��initial��advice��over��the��phone,��by��email��or��letter.��We��will��provide��written��
guidance��to��assist��(if��required),��and��/ ��or,��direct��customers��to��other��sources��of��information.��
��
There��will��be��no��routine��site��visits.��Final��site��visits��will��be��carried��out��only��after��notification��
that��the��appropriate��building��warrant��has��been��issued��and��premises��are��in��finished��
condition��ready��for��operation.��The��site��visit��will��be��carried��out��within��15��working��days��of��
request��by��the��customer��to��the��appropriate��officer.��If��the��premises��is��visited��and��not��
complying��with��requirements��then��further��visits��will��be��carried��out.��Revisits��will��be��carried��
out��within��15��working��days��of��notification��by�� the��customer�� that��works��have��been��
completed.��
��
The��timeframes��reflect��the��need��to��balance��other��higher��priority��workload��within��the��
service.��
��
Street��trader��application��–��Vehicle��inspections��–��New��Licences��
��
We��will��provide��initial��advice��over��the��phone,��by��email��or��letter.��We��will��provide��written��
guidance��to��assist��(if��required),��and��/ ��or,��direct��customers��to��other��sources��of��information.��
��
Inspections��of��new��vehicles��to��issue��a��hygiene��certificate��will��be��carried��out��within��15��
working��days��of��the��customer��requesting��a��visit��with��the��appropriate��officer.��These��
inspections��will��only��take��place��on��a��specified��afternoon��or��morning��once��a��week.��
��
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The��timeframes��reflect��the��need��to��balance��other��higher��priority��workload��within��the��
service.��
��
Investigation��of��consumer��concerns��–��food��and��drink,��premises��etc.��
��
Concerns��will��be��prioritised��and��addressed��relevant��to��the��nature��of��the��concern.����
��
The��following��types��of��concern��are��examples��of��those��considered��high��priority:��
��

�x Cases��of��confirmed��food��poisoning��linked��to��food��establishment��or��food��stuff.��
�x Numbers��of��unconfirmed��illness��associated��with��food��establishment��or��food��stuff.��
�x Foods��subject��to��serious��contamination��or��in��a��condition��likely��to��be��a��risk��to��public��

health.��
�x Concerns��regarding��poor��hygiene��conditions��within��premises��likely��to��give��rise��to��

contamination��of��food��being��prepared.��
�x Concerns��regarding��illness��or��infection��associated��with��drinking��or��recreational��

water.����
��
The��following��types��of��concern��are��examples��of��those��considered��low��priority.��They��are��
likely��to��be��subject��to��referral��to��a��future��inspection��or��other��intervention:��
��

�x Notification��of��out��of��date��food��being��sold.��Unless��there��is��a��poor��history��within��the��
premises,��or��after��a��number��of��similar��complaints��in��a��short��period��of��time.��

�x Concerns��about��front��of��house��hygiene��conditions��in��premises.��Unless��there��is��a��poor��
history��within��the��premises,��or��after��a��number��of��similar��notifications��in��a��short��
period��of��time.��

�x Concerns��about��drinking��and��recreational��water��not��linked��to��illness��or��infection.��
Concerns��about��mains��water��will��be��referred��to��Scottish��Water��and��the��Drinking��
Water��Quality��Regulator.��

�x Concerns��regarding��quality��and��nature��of��food��and��drink��sold��in��food��premises.��
Unless��there��is��a��poor��history��within��the��premises,��or��after��a��number��of��similar��
notifications��in��a��short��period��of��time.��

��
��
��
��
��
��
��
��
��
��
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Appendix��7��–��Official��Control��Obligations��
��
The��following��outlines��the��main��operational��obligations��on��competent��authorities��in��terms��
of��Regulation��(EC)��882/2004��and��the��measures��for��delivery��within��West��Lothian��Council.��
��
Obligation��on��local��authorities�� Summary��of��service��delivery��in��West��Lothian��
Official�� controls�� are�� applied�� at�� an��
appropriate��risk�rbased��frequency.��
(Article��3,��(1))��

It��has��been��highlighted��in��previous��food��service��plans��that��
not��all�� controls��are��completed�� in��accordance��with�� the��
timescales��determined��within��the��Food��Law��Code��of��Practice��
(Scotland).��Prioritisation��is��given��to��the��highest��risk��premises��
for��inspection.��There��was��an��impact��on��service��delivery��from��
vacancies�� within�� the�� service.�� There�� was�� an�� issue�� with��
attracting��suitably��qualified��staff��to��advertised��posts.��These��
vacancies��have��now��been��filled.��This��impact��is��however��
ongoing.����
��
In��2017/2018:��
��

�x 97.1%��of��highest��risk��establishments��were��inspected��
by��due��date.��

�x 91.2%��of��all��establishments��were��inspected��by��due��
date��for��food��hygiene��and��92.2%��for��food��standards.��

�x There�� was�� a�� big�� impact�� on�� medium�� risk��
establishments�� inspections,�� with�� only�� 82.9%��
completed,��and��high��number��premises��not��inspected��
for��food��hygiene��or��food��standards.��

�x In��addition��to��planned��food��standards��inspections,��
there��were��a��significant��number��of��additional��visits��
carried��out��as��part��of��a��pilot��of��a��new��food��safety��
inspection��rating��system.��

�x There��was��a��significant��number��of��establishments��
subject�� to�� alternative�� enforcement�� and�� not��
inspection��by��a��qualified��officer.��

�x There��were��a�� large��number��of��service�� requests��
received.��95.1%��were��responded��to��by��the��due��date.��

��
There��is��a��significant��increase��in��highest��risk��establishments��
following�� changes�� to�� the�� Food�� Law�� Code�� of�� Practice��
(Scotland)��risk��rating��definitions��in��the��last��revision.����
��

The��effectiveness��and��appropriateness��of��
official��controls.��
(Article��4,��(2)(a))��

The��service��has��been��audited��by��Food��Standards��Agency��
Scotland��(now��Food��Standards��Scotland).��No��major��concerns��
were��highlighted��during��audits.��There��is��a��balanced��approach��
to��enforcement��and��education,��and��a��high��level��of��business��
compliance,��and��business��satisfaction��with��the��approach��
taken��by��officers.��The��enforcement��policy��for��the��service��is��
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cited��as��a��good��example��in��the��Scottish��Regulators��Code��of��
Practice.����
��
In��2017/2018:��

�x For�� all�� risk�� rated�� food�� establishments�� in�� West��
Lothian,�� 92%�� were�� broadly�� compliant�� for�� food��
hygiene,��and��99.6%��were��broadly��compliant��for��food��
standards.��

�x 96%��of�� relevant��establishments��within�� the�� food��
hygiene��information��scheme��held��a��Pass��award.��

��
Staff��carrying��out��official��controls��are��free��
from��conflicts��of��interest.��
(Article��4,��(2)(b))��
��

This��is��addressed��through��the��councils’��code��of��conduct��for��
employees.����
��

They�� have�� access�� to�� an�� adequate��
laboratory�� capacity�� and�� capability�� for��
testing.��
(Article��4,��(2)(c))��
��

Public��Analyst��Scientific��Services��have��been��appointed��to��
provide��laboratory��services.��They��are��an��official��control��
laboratory��and��meet��the��necessary��requirements.��A��food��
sampling��plan��is��included��within��the��service��plan.��Sampling��
outcomes��are��recorded��on��a��national��database��–��UKFSS.��
��

They��have��a��sufficient��number��of��suitably��
qualified�� and�� experienced�� competent��
staff�� and�� adequate�� facilities�� and��
equipment�� to�� carry�� out�� their�� duties��
properly.��
(Article��4,��(2)(c)��&��(2)(d))��

There�� is�� no�� official�� standard�� provided�� for�� determining��
sufficient��numbers��of��staff.��However,��in��recent��years��the��
service�� has�� delivered�� a�� high�� standard�� of�� output�� and��
outcomes.��The��professional��development��requirements��for��
officers��in��terms��of��the��code��of��practice��are��being��met,��and��
officers��have��the��necessary��facilities��to��complete��their��work.��
It��is��recognised��within��the��service��plan��that��work��is��not��easily��
quantifiable��and��impacts��on��workload��delivery��will��vary��
depending��on��circumstances.��Resources��available��to��support��
service��delivery��continue��to��be��kept��under��review.��Vacancies��
within��the��service��have��impacted��on��official��control��delivery,��
however��these��posts��have��now��been��filled.��There��are��no��
reductions��in��staffing��from��previous��service��plan.��
��
West�� Lothian�� has�� the�� second�� lowest�� costs�� per�� 1,000��
population��for��environmental��health��(Scottish��average��is��
£16,117,��and��West��Lothian��is��£8,460��–��figures��from��Local��
Government��Benchmark��Framework��2016/2017).��Although��
there��is��some��variability��in��the��levels��of��service��provision��
there��is��no��real��evidence��of��serious��detriment��to��food��safety��
and��public��health��in��West��Lothian��at��this��time.����
��

They��have��legal��powers��to��carry��out��
official��controls.��
(Article��4,��(2)(e))��

Officers��carrying��out��official��controls��are��authorised��in��terms��
of�� the�� Council’s�� scheme�� of�� delegation.�� Authorisation��
documents�� are�� available�� for�� officers.�� Officers�� will�� be��
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�� authorised��in��terms��of��legislation��applicable��and��appropriate��
to��level��of��professional��competence��and��grading.��

They��have��contingency��plans��in��place,��and��
are��prepared��to��operate��plans��in��event��of��
emergency.��
(Article��4,��(2)(f))��
��

The��service��will��implement��emergency��plans��as��appropriate.��
There�� are�� different�� national�� and�� regional�� incident��
management��plans��for��purposes��of��consistency.��Staff��have��
been��involved��in��testing��these��plans.��There��is��a��service��wide��
business�� continuity�� plan�� which�� is�� tested�� and�� reviewed��
appropriately.�� There�� are�� also�� internal�� procedures�� and��
information�� to�� assist�� officers�� involved�� in�� emergency��
situations.��
��

They��shall��ensure��efficient��and��effective��
co�rordination��between��all��competent��
authorities��involved.��
(Article��4,��(3))��
��

The��service��will��liaise��and��co�roperate��with��Food��Standards��
Scotland.��The��service��is��also��involved��with��other��regional��
local��authority��colleagues��in��the��Lothian��&��Borders��Food��
Liaison�� Group�� which�� provides�� regular�� links�� to�� ensure��
consistency��of��approach��and��sharing��of��intelligence.��Officers��
are��also��involved��in��national��networks��and��working��groups.��
The��service��also��has��access�� to��MEMEX�� for�� food��crime��
intelligence��sharing.��It��will��work��with��primary��and��home��
authority��local��authorities��in��ensuring��consistent��food��law��
enforcement.��
��

They��shall��ensure��the��impartiality,��quality��
and��consistency��of��official��controls��at��all��
levels.��
(Article��4,��(4))��
��

Officers��will��follow��national��guidance��and��internal��policies��
and��procedures��to��ensure��consistency��of��approach.��Officers��
will��regularly��discuss��issues��of��concern��with��colleagues��and��
will�� come�� forward�� for�� consideration�� at�� monthly�� team��
meetings.��Issues��for��clarification��or��opinion��can��also��be��
shared�� with�� regional�� liaison�� group�� colleagues,�� and�� if��
necessary�� taken�� to�� national�� groups�� for�� determination.��
Concerns��of��interpretation��will��also��be��raised��with��Food��
Standards��Scotland.��The��service��has��a��Council��approved��and��
publically��available��enforcement��policy��which��demonstrates��
a��graduated��and��transparent��approach��to��enforcement.��It��is��
recognised��within��the��Scottish��Regulators��Code��of��Practice��as��
a��good��example.��All��inspection��reports��and��guidance��issued��
will��direct��customers��and��business��operators��to��the��process��
of�� raising�� concerns�� which�� might�� arise�� from�� the��
implementation�� of�� official�� controls.�� Customer�� survey��
information��with��business��customers��has��always��reported��
high��levels��of��satisfaction��with��officers��and��official��control��
activity.��
��

They��shall��carry��out��internal��audits��or��
may��have��external��audits��carried��out��to��
ensure��the��objectives��of��the��regulation��
are��being��achieved.��

Internal��monitoring��procedures��are�� in��place.��These��will��
include��performance��management��–��with��internal��and��public��
performance��standards��being��made��available.��Monitoring��
will��also�� involve��accompanied��visits,��case�� review,��1�r2�r1��



                         

46 

 2018/2019 
 
Food Service Plan 
  ��
 

 
 
 
 
 

(Article��4,��(6))��
��

meetings��and��performance��appraisal��in��compliance��with��the��
Council’s��ADR��process.��External��audits��are��carried��out��by��
Food��Standards��Scotland.��Annual��returns��have��been��made��
(LAEMS).����

They��shall��ensure��staff��performing��official��
controls��receive��appropriate��training��for��
area��of��competence,��and��have��aptitude��
for��multidisciplinary��cooperation.����
(Article��6,��(a)�r(c))����
��

Ongoing��training��and��development��is��essential,��and��the��food��
law��code��of��practice��anticipates��at��least��10��hours��CPD��will��be��
provided��annually.��Training��records��are��kept,��and��training��
opportunities�� are�� provided�� for�� all�� staff.�� Training�� and��
development��needs��will��be��discussed��and��considered��as��part��
of��1�r2�r1��and��ADR��discussions.��In��2017/2018��nearly��all��staff��
undertaking�� official�� controls�� completed�� the�� target�� CPD��
hours.��This��was��not��possible��for��a��couple��of��staff��due��to��job��
share��arrangements,��training��availability��etc.��However��there��
are��no��concerns��regarding��knowledge��or��competence��for��
either.��A��number��of��staff��are��involved��with��internal��and��
external��partners,��working��groups��and��represent��the��service��
competently��in��such��circumstances.��This��is��a��key��element��of��
succession��planning��within��the��service.��
��

They��shall��carry��out��activities��with��high��
level��of��transparency��and��make��relevant��
information��publically��available.����The��
public��will��have��access��to��information��on��
control��activities��and��their��effectiveness,��
and��information��relating��to��product��
withdrawls.��
(Article��7,��(1))��
��

An��annual��food��service��plan��is��developed��and��approved��by��
Council��Executive.��This��is��a��public��document��and��is��available��
on��the��council��website.��A��lot��of��other��information��has��been��
made�� available�� on�� the�� council�� website.�� The�� service��
participates��in��the��Food��Hygiene��Information��Scheme��to��
ensure��appropriate��public��information��is��available��regarding��
food��hygiene��compliance��in��local��food��establishments.��The��
service��will��also��encourage��businesses��to��pursue��Eatsafe��
awards,�� which�� are�� also�� publically�� available�� information��
regarding��standards��of��compliance.��The��service��will��issue��
media�� information�� appropriately.�� It�� will�� also�� ensure��
provision��of��information��in��terms��of��freedom��of��information.����
Food��Standards��Scotland��co�rordinate��product��withdrawls.��
Information��will��be��shared��with��the��public��and��businesses��
appropriately.��
��

They��shall��ensure��staff��maintain��
professional��secrecy��in��regard��to��certain��
information��obtained��in��carrying��out��
official��controls.��This��includes��confidential��
investigation��and��legal��proceedings,��and��
personal��data.��
(Article��7,��(2)��&(3))��
��

Staff��are��made��aware��of��legal��obligations.��Staff��will��also��
complete�� internal�� council�� training�� sessions�� on�� data��
protection��and��information��security.��These��are��regularly��
completed��by��staff��to��ensure��awareness��is��maintained.����

They��shall��carry��out��official��controls��in��
accordance��with��documented��procedures��
containing��information��and��instruction��

Staff��will��have��access��to��and��will��be��aware��of��national��
standards��and��guidance,��e.g.��Food��Law��Code��of��Practice.��All��
staff��have��access��to��internal��systems��or��web��access��for��
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for��staff��performing��official��controls.��
(Article��8,��(1))��
��

necessary��documents.��There��are��also��internal��policies��and��
procedures��which��staff��are��made��aware��of��and��are��expected��
to�� follow.�� These�� are�� openly�� available,�� and�� contain��
appropriate��cross��referencing��to��other��relevant��guidance.��
Internal�� monitoring�� will�� consider�� compliance�� with��
procedures.��
��

They��shall��have��in��place��procedures��to��
verify��the��effectiveness��of��official��controls��
carried��out��and��ensure��that��corrective��
action��is��taken��when��needed.��
(Article��8,��(3)(a)��&��(b).��
��

Internal��monitoring,��including��accompanied��visits��will��take��
place��appropriately.��Performance��management��processes��
are��also��in��place.��For��example,��a��monthly��report��considers��
the��premises��which��have��been��inspected��and��require��a��
revisit��based��on��the��rating��for��compliance.��It��will��ensure��that��
officers��are��following��up��issues��of��concern.��Reports��are��also��
provided��which��identify��improving��standards��within��food��
establishments�� over�� time,�� and�� through�� food�� hygiene��
information�� scheme.�� The�� outcomes�� and�� information�� is��
collected��and��stored��on��CIVICA��APP��system.����
The��service��is��also��audited��by��Food��Standards��Scotland.��
��

They�� shall�� provide�� reports�� on�� official��
controls��carried��out��and��ensure��business��
operators��are��provided��with��a��copy��of��the��
report.��
(Article��9)��
��

It��is��standard��procedure��to��ensure��that��a��report��is��left��with��a��
business�� operator�� after�� official�� control�� inspections�� and��
interventions.��A��written��report��will��be��left��at��time��of��visit,��
and��if��necessary��followed��up��by��a��more��detailed��typed��
report.��Guidance��is��also��left��to��explain��purpose��of��visit��and��
also��direct��to��sources��of��further��information.� � � �Reports��are��
designed�� to�� ensure�� compliance�� with�� the�� requirements��
within��the��Food��Law��Code��of��Practice.����
��

They��shall��carry��out��official��controls��using��
appropriate�� control�� methods�� and��
techniques�� such�� as�� monitoring,��
surveillance,�� verification,�� audit,��
inspection,��sampling��and��analysis.��
(Article��10,��(1))��
��

Various��methods��and��techniques��for��official��controls��are��
used��and��are��reflected��in��internal��policies��and��procedures,��
and��information��recording��on��CIVICA��APP��system.��Methods��
and��techniques��are��considered��appropriately��in��context��of��
the��hazard��and��risk��activity��of��business��operation��or��process.��
There��is��a��prioritisation��of��work��activities��which��is��also��
included��in��the��food��service��plan.����
��

��
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COUNCIL EXECUTIVE 
 
FIXED PENALTY VEHICLE IDLING ENFORCEMENT POLICY 
 
REPORT BY HEAD OF PLANNING, ECONOMIC DEVELOPMENT & REGENERATION 
 
 
A. PURPOSE OF REPORT 

 
The purpose of this report is to advise the Council Executive of the proposed policy for 
enforcement of the law relating to unnecessary vehicle idling by means of fixed 
penalty notices and the need for council approval of the policy. 

B. RECOMMENDATION 
 
It is recommended that the Council Executive: 
 
1. notes the content of the report and proposed policy in relation to unnecessary 

vehicle idling; and 
2. approves the adoption of the enforcement policy for issuing of fixed penalty notices 

for vehicle idling. 
 
C. SUMMARY OF IMPLICATIONS   
 

I Council Values Focusing on our customers' needs; being honest, 
open and accountable; developing employees; 
making best use of our resources; working in 
partnership 
 

 
II Policy and Legal 

(including Strategic 
Environmental 
Assessment, Equality 
Issues, Health or Risk 
Assessment) 

Road Vehicles (Construction and Use) 
Regulations 1986 

Road Traffic Act 1988, as amended by the Road 
Traffic Act 1991. 

The Road Traffic (Vehicle Emissions) (Fixed 
Penalty) (Scotland) Regulations 2003 

The Environmental Health & Trading Standards 
enforcement policy has been approved by the 
Council Executive (23 February 2013). It states 
that fixed penalty notice enforcement would take 
place once the council agrees adoption. 

 
III Implications for 

Scheme of Delegations 
to Officers 

None. 

 
IV Impact on performance 

and performance 
Indicators 

None. 
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http://www.legislation.gov.uk/uksi/1986/1078/contents/made
http://www.legislation.gov.uk/uksi/1986/1078/contents/made
https://www.legislation.gov.uk/ukpga/1988/52/contents
https://www.legislation.gov.uk/ukpga/1991/40/contents
https://www.legislation.gov.uk/ukpga/1991/40/contents
http://www.legislation.gov.uk/ssi/2003/212/contents/made
http://www.legislation.gov.uk/ssi/2003/212/contents/made
https://www.westlothian.gov.uk/media/2715/Enforcement-Policy/pdf/EH_TS_Enforcement_Policy_002_04.pdf
https://www.westlothian.gov.uk/media/2715/Enforcement-Policy/pdf/EH_TS_Enforcement_Policy_002_04.pdf
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V Relevance to Single 

Outcome Agreement 
We live longer, healthier lives and have reduced 
health inequalities 

We make the most efficient and effective use of 
resources by minimising our impact on the built 
and natural environment 

 
VI Resources - (Financial, 

Staffing and Property) 
Enforcement will be delivered within existing 
resources. The Vehicle Emissions Officer post is 
externally funded by Scottish Government. The 
purpose of fixed penalty notices is to correct 
driver behaviour not generate income. A very 
small number of notices are likely to be served. 
The fixed penalty is established by legislation at 
£20. 

 
VII Consideration at PDSP  This matter was reported to the Environment 

PDSP on 5 June 2018. 
 

VIII Other consultations None. 
 
D. TERMS OF REPORT 

D1 Background 

 The legal basis for carrying out enforcement by Fixed Penalties has been available to 
local authorities since 2003. The Road Traffic (Vehicle Emissions) (Fixed Penalty) 
(Scotland) Regulations 2003 enabled local authorities in Scotland to issue £20 Fixed 
Penalty Notices to drivers who allow their vehicle engines to run unnecessarily while 
the vehicle is parked.  

 At the time this legislation was introduced, it was felt that an informal, advisory 
approach may have greater benefits. It was therefore on this basis that the East 
Central Scotland Vehicle Emissions partnership was formed and externally funded by 
Scottish Government. This project has aimed to increase awareness of the impacts of 
vehicle pollution and the changes which require to be made in order to reduce the 
detrimental impact on air quality and public health. 

 Like all behaviour change programmes, different individuals require different 
approaches to secure the necessary change. Whilst many people will respond 
positively to an advisory approach it is important that a more formal approach can be 
taken when drivers do not respond appropriately.  

 It is now time to make direct face to face contact with drivers who are idling their 
vehicle unnecessarily, to request them to switch off. If they fail to do so when given 
reasonable opportunity then a fixed penalty notice will be used. Very few fixed penalty 
notices should need to be issued. It is intended that their effect is that of a deterrent 
and behaviour change and they will not be used as a means of generating income for 
the council. 

D2 Reasons for adopting Fixed Penalty Idling 

 West Lothian currently has three statutory Air Quality Management Areas (AQMAs), 
declared because one or more pollutants breach statutory levels. In two of these, 
Broxburn and Linlithgow, motor vehicles are the most significant contributor to the 
measured pollutant levels. 

      - 292 -      

http://www.legislation.gov.uk/ssi/2003/212/contents/made
http://www.legislation.gov.uk/ssi/2003/212/contents/made
https://www.westlothian.gov.uk/AQMAbroxburn
https://www.westlothian.gov.uk/AQMAlinlithgow


http://www.legislation.gov.uk/uksi/1986/1078/regulation/98/made
http://www.legislation.gov.uk/uksi/1986/1078/regulation/98/made


http://www.switchoffandbreathe.org/
http://www.legislation.gov.uk/uksi/1986/1078/contents/made
https://www.legislation.gov.uk/ukpga/1988/52/contents
https://www.legislation.gov.uk/ukpga/1991/40/contents
http://www.legislation.gov.uk/ssi/2003/212/contents/made
http://www.gov.scot/Publications/2003/04/16936/21248
http://www.gov.scot/Publications/2003/04/16936/21248
https://www.westlothian.gov.uk/media/17039/2017-Broxburn-Air-Quality-Action-Plan-Approved/pdf/2017_Broxburn_Air_Quality_Action_Plan_final_for_consultation.pdf
https://www.westlothian.gov.uk/media/18037/2017-11-Linlithgow-draft-Air-Quality-Action-Plan/pdf/054339_Linlithgow_draft_Air_Quality_Action_Plan.pdf
http://www.switchoffandbreathe.org/
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Contact Person: David L Brewster, Senior Environmental Health Officer, Telephone 01506 282376, 

e-mail mailto:david.brewster@westlothian.gov.uk 

 

Craig McCorriston  

Head of Planning, Economic Development and Regeneration 

12 June 2018 
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http://www.legislation.gov.uk/ssi/2003/212/contents/made
http://www.legislation.gov.uk/ssi/2003/212/contents/made
http://www.legislation.gov.uk/ssi/2003/212/contents/made
http://www.legislation.gov.uk/ssi/2003/212/contents/made
https://www.legislation.gov.uk/ukpga/1988/52/section/42
https://www.legislation.gov.uk/ukpga/1988/52/section/42
http://www.legislation.gov.uk/uksi/1986/1078/regulation/98/made
http://www.gov.scot/Publications/2003/04/16936/21248
http://www.gov.scot/Publications/2003/04/16936/21248
https://www.legislation.gov.uk/ukpga/1995/25/section/88


https://www.westlothian.gov.uk/media/2715/Enforcement-Policy/pdf/EH_TS_Enforcement_Policy_002_04.pdf
https://www.westlothian.gov.uk/media/2715/Enforcement-Policy/pdf/EH_TS_Enforcement_Policy_002_04.pdf
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COUNCIL EXECUTIVE 
 
CONSULTATION ON PROPOSED PET SHOP (LICENSING) (SCOTLAND) BILL 
 
REPORT BY HEAD OF PLANNING, ECONOMIC DEVELOPMENT & REGENERATION 
 
 
A. PURPOSE OF REPORT 

 
The purpose of this report is to advise the Council Executive of the Pet Shop (Licensing) 
(Scotland) Bill and associated consultation, and to seek approval for the proposed 
response to the consultation. 
 

B. RECOMMENDATION 
 
It is recommended that the Council Executive: 
 
1. notes the content of the report and proposed consultation response; and 
2. approves the proposed consultation response. 

 
C. SUMMARY OF IMPLICATIONS   
 

I Council Values 
 
Focusing on our customers' needs; being honest, 
open and accountable; developing employees; 
making best use of our resources; working in 
partnership 

 
II Policy and Legal 

(including Strategic 
Environmental 
Assessment, Equality 
Issues, Health or Risk 
Assessment) 

Pet Animals Act 1951 

Animal Health and Welfare (Scotland) Act 2006 

 
III Implications for 

Scheme of Delegations 
to Officers 

None. 

 
IV Impact on performance 

and performance 
Indicators 

None. 

 
V Relevance to Single 

Outcome Agreement 
Our economy is diverse and dynamic, and West 
Lothian is an attractive place for doing business 

We live in resilient, cohesive and safe communities 

We live longer, healthier lives and have reduced 
health inequalities 

 
VI Resources - (Financial, Although intended to be resource neutral, there are 
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 Appendix 2: Proposed Consultation Response 
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3. Questions on Capital and Treasury Budget Setting Process and Financial Information 
 

Do you find it beneficial that the revenue, capital and treasury budgets and reports are 
considered and agreed at the same meeting? 
 
Should the council continue to have a long term plan for capital investment based on asset 
management principles? 
 
Do you require further information in monitoring reports to review performance in capital and 
treasury? 
 
Do you have any other suggestions to change or improve the capital and treasury budget 
setting process or information provided? 

 
4. Questions on Training and Officer Support for Budget Process/Financial Matters 
 

Do you require any additional training to help develop your knowledge and skills in financial 
scrutiny? 
 
Do you receive the right level of officer support for financial matters? 
 
Do you have any other suggestions to change or improve training and support provided? 

 
5. Any Other Questions or Comments 
 

Do you have any further questions or comments regarding the involvement of elected 
members in financial planning and financial reporting? 
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Welcome to the Internal  Audi t  and Counter 

Fraud Strategy 
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Key per formance indica tors   

We have identified the key measures of the success for this outcome and will track, monitor and report on 

our performance in these performance indicators throughout the lifetime of our strategy: 

 

 
 

 

 

  
 

 

 
 

 

 

 
 

 

 
  

 

 
Percentage 

completion of the 
internal audit 

plan: 

 

 

 
Percentage of 

customers rating 
the overall service 
good or excellent 

3 target performance: 

 

 
Average length of 

time to issue 
draft audit 

reports 
 

 

 

 

 

 

 
Cost of internal 

audit per £million 
council net 
expenditure 

performanc  

2022/23 target performance: 

74% 

 

2022/23 target performance: 

10 weeks 

 

2022/23 target performance: 

£460 

 

2002/23 target performance:  

100% 

 

2022/23 target performance:  

100% 
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Key per formance indica tors   

We have identified the key measures of the success for this outcome and will track, monitor and report on 

our performance in these performance indicators throughout the lifetime of our strategy: 

 

 
 

 

 

  
 

 

 
 

  

 

 
Percentage of 

referrals assessed 
within three 

working days of 
receipt: 

 

 
Percentage of 

customers rating 
the overall service 
good or excellent 

3 target performance: 

 

 
 Average length 
of time to issue 

draft reports  
 

 

 

 

 

 

 
Percentage of NFI 

recommended 
data matches 
investigated: 

 
2022/23 target performance: 

12 weeks 

 

2002/23 target performance: 

100% 

 

2022/23 target performance: 

100% 

 

2022/23 target performance: 

100% 
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Appendix 2:  Strategy Act ion Plan  
 

The  counc i l  w i l l  under tak e  a  r ange  o f  ac t ions  t o  s uppor t  de l i ve r y  o f  c o rpo ra t e  p r i o r i t i e s  and  ob j ec t i ves ,  im prove  s e r v ices  

and  de l i ve r  t r ans f o rmat i on .   

 

Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status Update 

Strategic action Annual review of internal 
audit compliance with 
Public Sector Internal audit 
standards (PSIAS) 

Compliance with PSIAS Audit, Risk and 
Counter Fraud 
Manager 

April 2018 March 2023 Active To be conducted 
annually throughout the 
term of the strategy 

Strategic action External review of internal 
audit compliance with 
Public Sector Internal audit 
standards (PSIAS) 

Compliance with PSIAS Audit, Risk and 
Counter Fraud 
Manager 

April 2021 December  
2021 

Planned  

Strategic action Review of Internal Audit 
Charter 

Effective and up to date 
Charter 

Audit, Risk and 
Counter Fraud 
Manager 

April 2018 September 
2018 

Active  

Strategic action Counter fraud e-learning 
tool 

Increased awareness by 
services 

Audit, Risk and 
Counter Fraud 
Manager 

April 2018 September 
2018 

Active  

Strategic action Review of Anti-Fraud and 
Corruption Policy  

Effective and up to date 
policy. 

Audit, Risk and 
Counter Fraud 
Manager 

April 2019 September 
2019 

Planned  

Strategic action Annual review of counter 
fraud procedures 

Effective and up to date 
procedures 

Audit, Risk and 
Counter Fraud 
Manager 

April 2018 March 2023 Active To be conducted 
annually throughout the 
term of the strategy 
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Internal Audit and Counter Fraud 
Strategy   

 

West Lothian Council  
 

 
 
 

J u n e  2 0 1 8  
 

 

 

 

 

 

 

 

 

 

 

F o r  m o r e  i n f o r m a t i o n :   

 

E m a i l  a d d r e s s : K e n n e t h . r i b b o n s @ w e s t l o t h i a n . g o v . u k   
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Welcome to the Risk Management  Strategy  
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Key per formance indica tors   

We have identified the key measures of the success for this outcome and will track, monitor and report on 

our performance in these performance indicators throughout the lifetime of our strategy: 

 

 
 

 

 

  
 

 

 
 

  

 

 
Percentage of 

risks subject to 
an annual 

documented risk 
assessment 

 

 
Percentage of risk 

actions 
outstanding after 
their original due 

date 

 

Percentage of 
customers who 

rated risk 
management 

advice as good or 
excellent 

 

 
Percentage of 
WLC1 activities 
with up to date 

business 
continuity plans 

2022/23 target performance: 

100% 

 

2022/23 target performance: 

100% 

 

2022/23 target performance: 

0% 

 

2022/23 target performance: 

100% 
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Appendix 2:  Strategy Act ion Plan  
 

The  counc i l  w i l l  under tak e  a  r ange  o f  ac t ions  t o  s uppor t  de l i ve r y  o f  c o rpo ra t e  p r i o r i t i e s  and  ob j ec t i ves ,  im prove  s e r v ices  

and  de l i ve r  t r ans f o rmat i on .   

 

Actions 2018/23 

Action Description Planned Outcome Owner(s) Start End Status Update 

Strategic action Review of Risk 
Management Policy 

Effective and up to date 
policy. 

Audit, Risk and 
Counter Fraud 
Manager 

April 2019 March 2020 Planned  

Strategic action Annual review of risk 
management procedures 

Effective and up to date 
procedures 

Audit, Risk and 
Counter Fraud 
Manager 

April 2018 March 2023 Active To be conducted 
annually throughout 
the term of the 
strategy 

Strategic action Annual review of business 
continuity procedures 

Effective and up to date 
procedures 

Audit, Risk and 
Counter Fraud 
Manager 

April 2018 March 2023 Active To be conducted 
annually throughout 
the term of the 
strategy 

Strategic action WLC1 desktop test 
programme 

Effective WLC1 business 
continuity plans 

Audit, Risk and 
Counter Fraud 
Manager 

April 2018 March 2019 Active  

Strategic action Consider the interface with 
management planning 

Inclusion of relevant risks 
as part of the management 
plans 

Audit, Risk and 
Counter Fraud 
Manager 

April 2019 March 2020 Planned  

Strategic action Desktop test of corporate 
business continuity plan 

Effective corporate plan Audit, Risk and 
Counter Fraud 
Manager 

April 2020 December 
2020 

Planned  
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F o r  m o r e  i n f o r m a t i o n :   

 

E m a i l  a d d r e s s : k e n n e t h . r i b b o n s @ w e s t l o t h i a n . g o v . u k   

T e l e p h o n e  n u m b e r : 0 1 5 0 6  2 8 1 5 7 3  
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D.5 
 
 
 
 
 
 
 
 
 
 
E. 

The draft Better Off: Anti-Poverty Strategy, draft action plan and draft EQIA were 
submitted to the Partnership and Resources PDSP on 1 June. There were a 
number of general questions and comments.  The Partnership and Resources 
PDSP noted the contents of the report and noted that it was to be submitted to the 
Council Executive on 12 June for approval. 
 
Proposed Timeline 
 
The following timeline is proposed for taking the strategy through the Governance 
process: 
              
Community Planning Partnership Board                                  3 September 2018        
 
It is proposed to host a launch event for the Anti-Poverty Strategy in autumn 2018; 
the outline and planning for this will be the responsibility of the refreshed Anti-
Poverty Task Force. 
 
CONCLUSION 
 
The updated anti-poverty strategy for 2018/19 to 2022/23 has been developed to 
take into account the changing world and better reflect the challenges, constraints 
and opportunities in West Lothian at the current time.  In shaping this strategy we 
have listened to our residents, our community planning partners and the third sector 
to help understand the causes and impacts of poverty.  

  

 
F. BACKGROUND REFERENCES 

 
Better Off: Anti-Poverty Strategy 2012-2017 
Child Poverty (Scotland) Act 2017 
Joseph Rowntree Foundation: Telling A New Story About Poverty 2017 
Better Off: Anti-Poverty Strategy 2018-2023 Report to Partnership and Resources 
PDSP on 1 June 2018 

 
Appendices/Attachments:   

Appendix 1: Draft Better Off: Anti-Poverty Strategy 2018-23 
 
Appendix 2: Draft Action Plan 2018-19 
 
Appendix 3: Equality Impact Assessment 
 

Contact Person: Elaine Nisbet, Anti-Poverty and Welfare Advice Manager, Tel: 01506 

282921 elaine.nisbet@westlothian.gov.uk 

 

Donald Forrest  

Head of Finance and Property Services 

12 June 2018 
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Section 1:1 What do we mean by poverty?  

There are four main measures of poverty in Scotland. These indicators are embedded in the 

Child Poverty (Scotland) Act, and are closely linked to the considerations public bodies are 

required to make as part of the Fairer Scotland socio-economic duty.  

Measure of Poverty Meaning Scottish Government 
Child Poverty Target by 
2030 

Relative poverty 
households with net 
incomes of less than 
60% UK median 
household income, in 
the same year 

Relative poverty measures how the 
income of the poorest households 
compares to average incomes 

Less than 10% of children 
in Scotland should be 
living in relative poverty 

Absolute poverty 
households with net 
incomes of less than 
60% of UK median 
household income, in 
the base year (2010/11), 
adjusted for inflation 

Absolute poverty looks at how the 
income of the poorest households 
compares to average incomes over 
time to track how income is keeping 
pace with rising costs 

Less than 5% of children 
in Scotland should be 
living in absolute poverty 

Persistent poverty 
Households 
experiencing relative 
poverty for three years 
out of four 

The longer someone lives with 
poverty, the deeper the impact. 
Persistent poverty tracks how many 
families have experienced poverty 
for a significant period of time 

Less than 5% of children 
in Scotland should be 
living in persistent poverty 

Combined low income 
and material 
deprivation 
Households with income 
of less than 70% of the 
UK median household 
income who cannot 
afford basic necessities 

This measure looks at the living 
standards of low income households 
and measures how many are unable 
to afford basic necessities such as 
housing costs, heating, food and 
home repairs  

Less than 5% of children 
in Scotland should be 
living with combined low 
income and material 
deprivation 

 

 

A Poverty Profile of West Lothian is produced annually to measure local poverty trends. 

Appendix A gives statistics and analysis which will be used as our baseline figures. From 

this, indicators will be established.  
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Our economy creates powerful currents that can pull people into poverty.  Sometimes things 
happen, like losing a job, coping with a disability, leaving home, someone dying, having poor 
health or the break-up of a relationship.  Benefits are an entitlement to help those who need 
it when they need it; they help release people from the restrictions our economy places on 
them such as low pay or high housing costs. All of us rely on publicly funded services and 
support systems for example roads, railways, NHS and, public services are particularly 
important to people who are struggling, such as our welfare system.  The Office for Budget 
Responsibility has stated that Universal Credit will see families lose out; it is estimated that 
Universal Credit will leave a million families an average of £2,800 a year worse off by 2022.  
Each year there are a significant number of households who do not claim benefits they are 
entitled to.  We need to make sure everyone gets access to advice and support and receives 
the entitlements they are due.  This will help to make sure people are lifted out of poverty. 
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Section 2: Our Story So Far 

Over the last five years, West Lothian has made great strides in reforming its economy, 
improving health outcomes and raising educational attainment.  However, West Lothian is a 
community in which not everyone has the same chances in life.  There are deep and 
persistent inequalities between different communities and groups of people, and almost one 
in five children experience relative poverty.  

We have already made progress in West Lothian but there is still much that can be done.  
The Better Off: West Lothian Anti-Poverty Strategy has helped us to drive forward initiatives 
that help loosen the chains of poverty and help provide people with more opportunities for a 
better future.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The updated Anti-Poverty strategy sets out how we will continue to work to tackle poverty in 
West Lothian over the next five years; reducing the differences in income and life chances 

between different parts of our community.  

 

 

 

 

 

Improved access to 

advice and support 

for residents 

through the West 

Lothian Advice 

Network 

Targeted 

intervention helped 

over 800 parents of 

young children 

maximise income 

and deal with debt 

Youth 

unemployment 

addressed with over 

1000 opportunities 

created through 

Steps N2 Work 

Families of school 

aged children helped 

to access financial 

support and lunch and 

activity clubs 

developed in school 

holidays 

Improved access to 

affordable credit 

through ongoing 

support for Credit 

Unions and the 

development of a new 

CDFI, Conduit Scotland 
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1. Review 

To understand the strengths and challenges within West Lothian, we reviewed existing data, 
national and local strategies and looked at the work of other Fairness Commissions and anti-
poverty strategies.   Appendix B provides details of other strategies and plans which link to 
this strategy.  

Levels of poverty and inequality have been well researched and documented over the years. 
It is not the intention to restate the existing evidence, or to repeat the issues highlighted in 
the numerous strategies developed to address them. We have drawn on this body of work to 
help interpret and identify priority areas.    

2. Consult  

We visited projects and organisations with direct experience of working with those most in 
need. (Appendix C sets out a list of those organisations which participated.)  We have 
learned a great deal and are aware that many issues are common, for example, the growth 
in poverty among people both in and out of work, the impact of welfare reform and, in 
particular, the roll out of Universal Credit benefit, the lack of affordable housing, increased 
living costs and the increase in debt.     

We have spent time listening to local residents, groups, professionals, organisations and the 
insight we have gained has helped shape the strategy.  We began this process in October 
2017, inviting as many people as possible to share their personal and professional 
experiences and observations and, crucially, their perspectives on what needs to be 
different.  Appendix B gives more detail on the people and groups we worked with and 
Appendix D gives an analysis of the information, ideas and suggestions we received. 
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Section 3.2  Prospects 

Poverty restricts the opportunities available to people leaving them locked in situations they 
may find impossible to get out of. For many people, work is not an option for a variety of 
reasons, but they are keen to contribute in their community. We aim to ensure that everyone 
is valued, can contribute and be part of their community.  

Outcome 3:  Households on low incomes are managing finances appropriately 
and becoming financially resilient 

Employment remains the key pathway out of poverty. Significant inequalities in employment 
and low pay still exist: there has been an increase in part time working and in the numbers of 
people working part time but wanting full time employment.   

Outcome 4:  Improve the opportunities for adults from low income 
backgrounds to be in good quality, sustained employment. 

 

Section 3.3 Places 

We all use public services to meet our daily needs. Being locked in poverty often restricts 
access to services for those most in need. We believe that the places where we live and our 
financial situation should not act as a barrier to access. Increasingly, organisations are 
offering services and information online. There is a very real risk that people are left out, or 
left behind, by the very thing which has the power to connect us.  We want to harness the 
kindness in our community to make a difference. Our aim is to address area-based factors 
which currently exacerbate the effects of individual poverty for many families.  

Outcome 5: Low income households are able to access services and be socially 
and financially included 

A safe, warm place to live is a basic right that nobody should go without. Poverty can limit 
the choices and housing options available.  We want everyone to feel secure in their home. 

Outcome 6: Increase the number of people who live in warm, affordable homes 

 

Section 3.4 People 

Poverty is a real problem that impacts our whole society. We believe in talking openly about 
hardship in our communities and working together to move towards a future free of poverty. 
We can solve poverty by loosening its grip on people and creating opportunities for children 
to thrive and working to break the cycle of poverty.  

Outcome 7: Reduce the number of children living in relative poverty 
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Section 3.6  Measuring Impact 

By 2023 when this strategy reaches the end of its lifetime, we aim to: 

   

 

 

   

 

 

 

 

 

 

Percentage of 

children in relative 

poverty 

2022/23 target: 

Less than 18% 

Reduce the level of 
unsustainable 
personal debt 

through effective 
money advice 

2022/23 target: 

£10 million 

 

 

Poverty proof our 

schools against the 

cost of the school 

day 

All schools poverty 

proofed by 2023 

Increase the amount 

of benefit gained by 

customers through 

intervention and 

advice 

Deliver new 

social housing for 

West Lothian 

Improve the 

percentage of new 

tenancies sustained 

for more than a year 

Increase the number of 
properties improved by 

the Home Energy 
Efficiency Programme 

Scotland  

2022/23 target: 

500 

Improving attainment and 

positive destinations  
Minimising poverty, the 

cycle of deprivation and 

promoting equality 

 

Delivering positive 

outcomes and early 

interventions 

Minimising poverty, the 

cycle of deprivation and 

promoting equality 

Minimising poverty, the 

cycle of deprivation and 

promoting equality 

 

Minimising poverty, the 

cycle of deprivation and 

promoting equality 

Improving the 
percentage of care 

leavers entering 
positive destinations 
after leaving school 

2022/23 target: 

93% 

Protecting the built and 

natural environment 

Increasing the number of 
adults supported into 
work through council 

employability 
programmes in-year 

2022/23 target: 

650 

Improving the 

employment position in 

West Lothian 

Delivering positive 

outcomes and early 

interventions 
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are experiencing poverty and to work with both national and local organisations to ensure 
that the stigma of poverty is eradicated. 
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The Campaign to End Child Poverty published this updated report on 24 January 2018 

which analysed the relative level of child poverty. Households are living in relative poverty if 

their household income is less than 60% of the average household income. This is one of 

the preferred measures of poverty employed by UK and Scottish Government, using national 

income survey data. This data is not available at a local authority level or for smaller 

geographic areas. So a modelling exercise has been undertaken using in-work and out-of-

work benefits data to provide comparable local estimates. 

Table 9: Percentage of children in relative poverty after housing costs 

 Rate AHC Estimated 
Number 

Ranking 

Glasgow City 34% 37,554 1 

North Ayrshire 29% 7,878 2 

Dundee City 28% 7,632 3 

West Dunbartonshire 26% 4,887 4= 

East Ayrshire 26% 6,389 4= 

Inverclyde 26% 3,920 4= 

Clackmannanshire 25% 2,649 7= 

North Lanarkshire 25% 17,922 7= 

Dumfries and Galloway 24% 6,635 9= 

Fife 24% 17,667 9= 

South Ayrshire 24% 4,904 9= 

Edinburgh, City of 22% 17,279 12= 

Midlothian 22% 3,993 12= 

Renfrewshire 22% 7,444 12= 

South Lanarkshire 22% 13,859 12= 

West Lothian 22% 8,551 12= 

Falkirk 21% 6,694 17= 

Argyll and Bute 20% 3,106 18= 

Scottish Borders 20% 4,298 18= 

Angus 19% 4,273 20= 

East Lothian 19% 3,938 20= 

Highland 19% 8,362 20= 

Stirling 19% 3,148 20= 

Moray 18% 3,219 24 

Aberdeen City 17% 5,689 25= 

Perth and Kinross 17% 4,628 25= 

East Renfrewshire 16% 3,004 27= 

Orkney Islands 16% 582 27= 

East Dunbartonshire 15% 3,067 29= 

Eileanan an Iar 15% 715 29= 

Aberdeenshire 13% 6,365 31 

Shetland Islands 9% 431 32 

4.1  Free School Meals 
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With the introduction of free school meals for all pupils in P1 to P3, primary school data does 

not provide a particularly accurate picture of the incidence of disadvantage. However, free 

school meal data at secondary demonstrates a pattern of deprivation that we see in other 

measures of poverty such as SIMD and Benefit claimant statistics. EG Inveralmond with the 

highest level of FSM registrations has a catchment which includes Craigshill and Ladywell. 

Table 10: Free school meal entitlement 2017 

Secondary School Pupils registered for 
Free School Meals 

% registered for 
Free school meals 

Armadale Academy 113 15% 

Bathgate Academy 131 17% 

Broxburn Academy 132 16% 

Deans Community High School 154 18% 

Inveralmond Community High School 218 23% 

Linlithgow Academy 84 6% 

St Kentigern's Academy 210 16% 

St Margaret's Academy 145 13% 

The James Young High School 265 12% 

West Calder High School 107 13% 

Whitburn Academy 184 23% 

West Lothian 1,743 15% 

Source: Scottish Government, School Meals Survey 2017 

 

4.2  Table 11: Foodbank vouchers distributed in West Lothian by Multi Member Ward 

  

No 
vouchers Adults 

Adults as 
% of adult 

popn. Children 

Children 
as % of 

child 
popn. Total 

Total as % 
of ward 
popn. 

Armadale & Blackridge 196 233 1.7% 109 3.4% 342 2.0% 

Bathgate 336 410 2.4% 176 4.1% 586 2.8% 

Broxburn Uphall & 
Winchburgh 255 323 2.0% 101 2.4% 424 2.1% 

East Livingston & East 
Calder 198 276 1.8% 114 3.0% 390 2.1% 

Fauldhouse & Breich Valley 185 231 1.8% 150 4.9% 381 2.4% 

Linlithgow 81 92 0.7% 22 0.7% 114 0.7% 

Livingston North 136 178 0.9% 125 2.4% 303 1.2% 

Livingston South 209 267 1.4% 135 3.0% 402 1.7% 

Whitburn & Blackburn 491 602 3.7% 217 6.1% 819 4.2% 

West Lothian 2,087 2,612 1.8% 1,149 3.3% 3,761 2.1% 

Source: West Lothian Council, 2016 

The number of foodbank vouchers distributed in West Lothian's wards in the financial year 

2016/2017 totalled 2,087. Of these, almost one quarter (491) was distributed in Whitburn 

and Blackburn, followed by 336 in Bathgate and 255 in Broxburn, Uphall & Winchburgh. 

3,761 residents (2,612 adults and 1,149 children) - about 2.1% of the West Lothian 

population - were the beneficiaries of the food vouchers.  
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38 
Data Label: Public 

7.1  Regeneration area data 

Regeneration areas in West Lothian have been selected through analysis of SIMD and other 

sources of intelligence. Regeneration areas have been defined to include coherent local 

communities and therefore extend beyond the tight confines of the most deprived datazones 

as defined by SIMD. The table below provides a selection of indicators to describe the 

differences in poverty levels between the identified regeneration areas and in relation to the 

West Lothian as a whole.  When considered alongside other data, it is evident that Whitburn 

and Blackburn have particularly high levels of poverty and deprivation.  

Table 13: Selected poverty indicators in the regeneration areas 

Regeneration 
Areas 

Income 
Deprivation (1) 

Employment 
Deprivation (1) 

Relative 
Child 

Poverty 
Rate (2) 

Median Household Income 
(3) 

Social 
rented 

Housing 
(4) 

Private 
Rented 
Housing 

(4) 

 Number % Number % % £ per week WL =100   

Armadale 1,555 13% 875 12% 19% 651 102 29% 6% 

Bathgate 2,570 12% 1,530 11% 22% 643 101 28% 12% 

Blackburn 1,200 21% 640 18% 32% 500 79 42% 6% 

Bridgend 180 19% 95 19% NA 533 84 58% 4% 

Craigshill 1,445 17% 780 17% 23% 489 77 48% 9% 

Fauldhouse & BV          

Fauldhouse 835 17% 495 16% 26% 507 80 36% 8% 

Stoneyburn 275 14% 165 13% 26% 485 76 40% 7% 

Addiewell 300 15% 150 10% 26% 605 95 47% 6% 

Polbeth 455 16% 230 16% 26% 525 82 41% 5% 

Livingston Central          

Dedridge 1,105 16% 625 14% 24% 591 93 32% 12% 

Ladywell 1,030 21% 515 16% 19% 551 87 51% 7% 

Knightsridge 740 19% 390 15% 19% 604 95 38% 8% 

Whitburn 2,250 20% 1,105 17% 32% 502 79 38% 7% 

          

Regen Areas Total 11,637 15% 6,340 15% NA  NA 39% 8% 

          

West Lothian 21,350 12% 11,885 10% 22% 634 100 26% 9% 

Source: 1 SIMD 2016; 2Campaign to End child Poverty; 3 SG Small area income Estimates; 4 SG Scottish 
House Conditions survey 2013-15 

 

8 Comparisons with other parts of Scotland 

As noted in relation to a number of indicators, West Lothian as a whole tends to have slightly 

lower levels of material poverty to Scotland, ie typically 1 to 3 percentage points below the 

Scottish rate. West Lothian has similar levels of poverty to a number of other central 

Scotland local authority areas, which have been our traditional bench mark areas.  Glasgow, 

continues to be the local authority with the highest number and proportion of households and 

individuals experiencing poverty.  
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Appendix 2: Better Off: West Lothian Anti-Poverty Strategy 
Action Plan 2018/19 

1 
Data label: Public 

Pockets 

We believe that nobody should go without the basic essentials we all need on a daily basis such as food, clothing and warmth. We aim to 

protect those in our society currently experiencing poverty from its worst impacts by maximising financial entitlements and reducing pressure on 

household budgets among low income families.   

Outcome 1:  Maximise financial resources of households on low incomes 

What do we want to achieve? How will we do this?  
We want to maximise financial entitlements for families on low 
incomes by advice and support agencies working together.  

We will support individuals and households to maximise income through 
benefit entitlement advice, pre-claim support and assistance to make 
claims and challenge unfair decisions 

We want to improve access to information, advice and self-help 
through digital channels. 
 

We will work with partners to provide a range of online information and 
resources and self-help guides 
 
We will work with partners to make sure that everyone has access to 
information and advice to support people into opportunities to gain skills, 
access learning opportunities and upskill. 
 
We will produce a regular e-newsletter to share information about key 
welfare changes and where to access support 

We want to ensure that professionals in customer facing roles are 
aware of key issues affecting low income households and are 
aware of the services that are available to help and support 
individuals experiencing poverty or financial difficulty.   

We will upskill employees of the council and partners through ongoing 
training opportunities to raise awareness of poverty, access to support 
and advice and to ensure that customers, where possible, only tell their 
story once to get the help they need 
 
We will develop an on-line referral tracking system so that frontline staff 
will be better able to help customers to access services 
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Poverty restricts the opportunities available to people leaving them locked in situations they may find impossible to get out of. We aim to ensure 

that everyone is valued, can contribute and be part of their community.  

Outcome 3:  Households on low incomes are managing finances appropriately and becoming financially 
resilient 

What do we want to achieve? How will we do this?  
We want West Lothian residents to have access to affordable 
credit solutions and savings options to meet the needs of low 
income households 

We will support a range of affordable credit and savings options from 
responsible lenders including local credit unions and Conduit Scotland 
which focus on supporting low income households who are particularly 
vulnerable to high cost lenders 

We want low income households to have the skills and knowledge 
to maintain a stable financial position and work toward a more 
secure financial future 

We will work with individuals experiencing or at risk of financial exclusion 
to develop better money management skills, including budgeting and 
understanding credit and debt 
 
We will develop learning opportunities which increase financial capability 
skills by working closely with local colleges and training providers 
 
We will target work with those who are at particular risk, including 16-24 
year olds and low income households 

We want over-indebted households to have access to appropriate 
money advice and support at as early stages as possible 

We will increase access to money advice for households which have 
unsustainable amounts of debt before entering any statutory debt 
solution 

We want individuals to be able to access advice and support from 
trusted organisations  

We will encourage all advice providers to achieve or work towards the 
National Standards for Advice Providers to develop standards and 
competencies for advisers relating to financial capability  
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Employment remains the key pathway out of poverty. Significant inequalities in employment and low pay still exist. There has been an increase 

in part time working and in the numbers of people working part time but wanting full time employment and for many work is not an option for a 

variety of reasons but they are keen to contribute in their community. We believe that appropriate opportunities should be available for 

everyone.  

Outcome 4:  Improve the opportunities for adults from low income backgrounds to be in good quality, sustained 
employment 

What do we want to achieve? How will we do this?  
We will work toward West Lothian becoming an accredited Living 
Wage Region 

We will promote the benefits of the Living Wage to local employers and  
encourage Community Planning Partners to work towards achieving 
Living Wage accreditation 
 

We want people who are seeking work to be supported to increase 
their chances of finding suitable and sustainable employment 

We will work with Community Planning Partners through employability 
programmes to upskill more people to be able to gain  better paid and 
sustainable jobs 
 
We will focus targeted employability support such as the Women onto 
Work programme to remove barriers to employment 

We will encourage people to develop skills, contribute to their own 
community and improve health and well-being through volunteering 
 
 

The council will work towards achieving the Investing in Volunteering 
standard 
 
We will co-ordinate volunteering opportunities within the council to make 
them more accessible 
 
We will support local charitable organisations to form a network to recruit 
and train volunteers, share resources and examples of best practice 

We will work with Community Planning Partners to  identify 
insecure and unsustainable employment practices in West Lothian 
and consider how these can be addressed 

West Lothian Council will sign up to the 'Dying to Work' charter to ensure 
terminally ill employees are offered protection and peace of mind 
regarding their employment position 
 

We will investigate and develop initiatives to support those on zero hours 
contracts  
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A safe, warm place to live is a basic right that nobody should go without. Poverty can limit the choices and housing options available.  We want 

everyone to feel secure in their home. 

Outcome 6: Increase the number of people who live in warm, affordable homes 

What do we want to achieve? How will we do this?  
We want West Lothian residents to be able to secure housing that 
is affordable and are supported to sustain their tenancies 

We will provide advice and support for tenants in private rented 
accommodation following the introduction of the Private Residential 
Tenancy in Scotland 
 
We will provide advice and representation for customers who wish to 
access the First Tier Tribunal Housing and Property Chamber to resolve 
housing disputes 
 
We will continue to build new, affordable housing and ensure that social 
housing stock is of a high standard 

We want households with a low income to be able to adequately 
furnish and equip their homes  

We will work with third sector organisations to reduce the number of 
households who do not have the necessary furniture, goods and 
equipment to live well in their home 

We want households experiencing fuel poverty in West Lothian to 
be  supported to reduce fuel costs, maximise income and improve 
energy efficiency. 
  

We will increase the number of individuals who engage with targeted take 
up campaigns so that the value of income is maximised and the value of 
reduced consumption following advice is maximised 
 
We will explore potential solutions to address higher fuel costs for those 
with the lowest income 

 

 

 

 

 

      - 424 -      



Appendix 2: Better Off: West Lothian Anti-Poverty Strategy 
Action Plan 2018/19 

7 
Data label: Public 

People 

Poverty is a real problem that impacts our whole society.  We believe in talking openly about hardship in our communities and working together 

to move towards a future free of poverty. We can solve poverty by loosening its grip on people and creating opportunities for children to thrive. 

Outcome 7: Reduce the number of children living in relative poverty 

What do we want to achieve? How will we do this?  
We want low income families to be able to access 
sufficient food to ensure that fewer children experience 
food insecurity  

We will improve awareness of free school meals and breakfast clubs with the aim of 
increasing uptake 
 
We will identify practical ways for families to meet their extra food needs during school 
holidays  
 
We will work with food projects  to consider how we improve access to fresh produce 
including dairy, fruit and vegetables 
 
We will decrease reliance on foodbanks by working with households experiencing 
persistent food insecurity 

We want low income families to be aware of financial 
support that may be available and are supported to 
access this 

We will increase awareness of school clothing grants and Education Maintenance 
Allowance and improve uptake  
 
We will work with nursery providers to consider how we reduce the cost of transition 
from nursery to primary school 
 
We will work with partners to help low income families access the new Best Start Grant  

We want families at highest risk of experiencing poverty 
to receive targeted support to improve their financial 
outlook 

Targeted campaigns will be undertaken:  
 
Families from Syria settling in West Lothian; Lone parents and young parents; 
Parents and carers of children with disabilities; Families with three or more children; 
Looked after young people, families with kinship care arrangements and care leavers 

We want funding and resources to be available to 
support initiatives to address child poverty 

We will explore the opportunities for participatory budgeting to support child poverty  
Grant funding will be provided to third sector organisations to support families 

We want partners to work together to ensure families 
have access to a wide range of support  

We will work with NHS Board and other stakeholders to test interventions and ideas 
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Race  
 
Evidence at a national level shows 
that black and minority ethnic 
people are more likely to 
experience poverty. The main 
issue identified locally is access to 
information and advice, particularly 
where a language barrier exists.  
 

What effect/difference will the policy have on people  
 
The development of more online resource in a translatable format 
may help break down barriers and specific campaigns will be 
developed in line with local need such as a project to work with 
Syrian refugees. 
 
 

How do you know that 
 
Evidence at a national level shows that black and minority ethnic 
people are more likely to experience poverty. The main issue 
identified locally is access to information and advice, particularly 
where a language barrier exists.  
 

Religion or Belief  
 
Although no particular issues 
relating to religion or belief were 
identified through research or 
consultation, the strategy is 
committed to developing activity in 
relation to need identified during its 
lifetime.  
 

What effect/difference will the policy have on people  
 
The strategy as a whole aims to have a positive impact on those 
most likely to experience poverty and deprivation. 
 
 

How do you know that 
 
Actions developed in relation to the strategy have been informed 
by national statistics, research and reports as well as extensive 
consultation to establish local need.  
 
 

Sex - Gender Identity  
 
Women stand to be 
disproportionately impacted by 
poverty compared to men.  

What effect/difference will the policy have on people  
 
The action plan comprises a number of activities specifically 
designed and targeted to meet the needs of women; 
 
Activity will be targeted to work with women to improve their long 
term financial outlook such as the Women onto Work 
employability project designed to address issues particular to 
women seeking to return to work.   
 
Home visit support for those impacted by the benefit cap works 
particularly well with women, many of whom are lone parents in 
order to allow women to engage with services whilst taking into 
account childcare responsibilities and difficulty travelling to attend 
appointments.   
  

How do you know that 
 
The introduction of the two child policy and removal of the higher 
amount of benefit paid for a first child have limited the financial 
support and the overall benefit cap has mainly impacted on large 
families in West Lothian, many of these lone parent families.  
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Progress against action 
 
 
 

Action completed  
 
 
 

Date completed 
 
 

Actioner Name 
 

Action Date 

What is the issue 
 
Little evidence is available regarding specific poverty related issues or inequalities faced by certain 
equalities groups; marriage/civil partnership, gender reassignment, religion or belief and sexual 
orientation 
 

What action will be taken 
 
Monitor poverty statistics and reports with particular consideration of any issues that may have a 
disproportionate impact on equalities groups.  
 

Progress against action 
 
 
 

Action completed  
 
 
 
 

Date completed 
 
 

Actioner Name 
 

Action Date 

What is the issue 
 
 
 

What action will be taken 
 
 
 

Progress against action 
 
 
 

Action completed  
 
 

Date completed 
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D3 ENABLING FUND SUPPLEMENTAL AGREEMENT TO TERRITORY PARTNERING 

AGREEMENT 
 

To establish and manage the proposed enabling fund a supplemental agreement to 
the Hub South East Ltd (HUBco) Territory Partnership Agreement is required. This will 
outline the establishment of the fund, the governance and management arrangements. 
A summary of the governance and management arrangements are outlined in 
Appendix 1. 

 
In summary, public sector partners will not provide any further resources to establish 
the fund and are being asked to consent to the reuse of the original working capital 
sums repaid for the establishment of the new enabling fund. The council will have the 
opportunity to submit proposals and requests for support to assist with early stage and 
business case development of projects where there are no other sources of funding 
available.    
 

 Projects requesting funding support will be evaluated on the following basis: 
 

1. the extent to which the facility will enable the provision of improved public 
services; 

2. whether the facility shall enable the provision of services by more than one 
participant, taking into account rurality; 

3. the contribution the facility will make to community benefits and economic 
regeneration in the local area; 

4. whether the facility redevelops existing buildings for the provision of modern, 
customer focused services as opposed to requiring new build facilities;  

5. the extent of the commitment to sustainability evident in the proposals for the 
new facility. 

 
Funding applications will be evaluated by the Territory Partners. Participants will be 
required to provide match funding support to the extent of 33.33% of the funding made 
available from the Enabling Fund. Any support will be on the basis that if projects 
progress the enabling fund will be reimbursed. 

 
If a potential project which is funded from the Enabling Fund does not become a live 
project (whether in terms of the TPA or otherwise) within two years of receiving 
Enabling Funds, it will be presumed that the potential project is not going to proceed to 
be a live project. In these circumstances there will be no obligation on the Participant 
to repay the Enabling Funds. 

 
The day to day management of the fund shall be undertaken by HUB South East Ltd. 
Where a potential project has been awarded Enabling Funds, in most cases hubco will 
provide project management and related services to enable the project to develop 
through the feasibility phase. Hubco will not be entitled to drawdown a fee from the 
Enabling Fund with any fees agreed separately with participants. 

 
It is proposed to delegate authority to the Head of Finance and Property Services to 
endorse the appropriate supplemental agreement, shareholders consent agreement, 
acknowledge repayment of the original working capital fund and provide consent to its 
translation to an enabling fund.  This is on the basis that there are no material changes 
to the principles outlined in this report.  
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On behalf of the Committee, thank you for your assistance. 

Yours sincerely, 

 

Stephen Fricker 
Assistant Clerk 
Public Petitions Committee 
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