
 
 

Glasgow City Council 
 
Operational Performance and Delivery Scrutiny Committee 
 
Report by Chief Executive 
 
Contact:  Cormac Quinn   Ext:  73625 
 

 
Strategic Plan: Performance Manual case studies  

  

 

Purpose of Report: 
 
Presentation of case studies to support the Performance Manual reporting. 
 
 

 

Recommendations: 
 
The committee is asked to note this report and to:  
 

• Consider the different approaches to presenting case studies within outcomes 
and performance management 

• Note and agree the recommended approach at Appendix 1 for use within the 
existing performance management template 
 

 

Ward No(s):   
 
Local member(s) advised: Yes  No  
 

Citywide:  ✓ 
 
consulted: Yes   No  

Item 3 

15th November 2023 

 

 



 

1.0  Background  
 

1.1  The Council Strategic Plan was agreed at Full Council in October 2022. The 
Operational Performance Delivery and Scrutiny Committee (OPDSC) is 
tasked with monitoring the delivery of the Plan.  

 
1.2    In order to assist scrutiny; and to enable services to report consistently, a 

Performance Manual has been developed. The Performance Manual was 
presented at the Operational Performance Delivery and Scrutiny Committee 
OPDSC on 16th August 2023. This was undertaken in line with 
recommendations of the Internal Audit of Performance.  

 
1.3  Members noted the developments in the Performance Manual and also noted 

that they were keen to see examples of good practice and learning that could 
be applied to support performance reporting; in particular, around the use and 
deployment of case studies.  

 
1.4  This report will detail some of the early considerations around the 

development of case studies. Both in a general sense; to illuminate Outcomes 
and Project delivery, but also to focus specifically on examples of case 
studies that relate directly to Performance Management. 

 
1.5  This paper looks across at a number of different best practice examples and 

highlights a likely approach for our own performance management template at 
Appendix 1. 

 
 
2.0  Performance Manual case studies 
 
2.1  To support the work of the Committee; and Service Performance 

Management, the Performance Manual has been developed and presented at 
the last OPDSC meeting. The Performance Manual reflects the learning and 
recommendations in the Internal Audit of Performance and the debrief of the 
previous scrutiny Committee.  

 
2.2  Further work to explore case studies to support performance reporting has 

been undertaken. Some research into case studies across UK has provided 
best practice examples in how outcomes can be reflected within performance. 
However, our focus is to embed extended explanations on performance 
reporting which align to the Council’s strategic plan. Case study examples 
from Local Government Association (LGA) demonstrate a wide variety of 
examples to apply clarity within RAG status ratings to provide explanations of 
extended performance reporting. 

 
 
3.0  Examples of Case Studies  

 
3.1  Examples of Case studies used for performance management and reporting 

in other Local Authorities and events. As part of our exploration, we were 
looking at all aspects on delivery and performance. Our initial findings across 

https://www.glasgow.gov.uk/councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQDNZ3T10GDX0G
http://www.glasgow.gov.uk/councillorsandcommittees/ViewSelectedTerms.asp?c=P62AFQDNDXNTUT2UT1
https://www.glasgow.gov.uk/councillorsandcommittees/viewDoc.asp?c=P62AFQDNZ381Z3NTZL
https://www.glasgow.gov.uk/councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQDNDXUTUT0G81
https://www.glasgow.gov.uk/councillorsandcommittees/viewDoc.asp?c=P62AFQDNZ381Z3NTZL
https://www.glasgow.gov.uk/councillorsandcommittees/viewSelectedDocument.asp?c=P62AFQDNDXUTUT0G81
https://www.local.gov.uk/case-studies


 

the UK and internationally have found that there are various ways 
organisations report on performance management. The case studies below 
have demonstrated that performance can be reported against local outcomes 
or against targets. Local authorities across the UK have also demonstrated 
case studies can be utilised in various forms to report on performance 
management.  
 

3.2  We have explored the learning applied from the research and we have found 

some of this learning can be applied to the Council Strategic plan as 

illustrated in the Appendix. The examples we have used from the research of 

case studies both across the UK specifically from Local Government 

Association (LGA) is applicable to the performance management reporting 

that Council services can benefit and input to reporting on the Council’s 

Strategic plan.  

 

3.3 For the purposes of this paper, we looked at general outcome focused 

performance and performance management level outcomes. However, our 

focus has been performance management. Below we look at some of the 

more general high-level approaches which might be useful outwith detailed 

performance reporting; and also at some examples of good practice 

specifically focused on performance management: 

 

Examples of general outcome focused case studies 

Live Borders – 16/17 Annual Review 

Within their annual review, Live Borders included examples of impact during 

the 2016/17 review. This performance management review is well designed 

and easily accessible, focusing on highlights per outcome.  

The below is a screenshot of Outcome 1 that covers two cases studies, using 

imagery to make it engaging and inviting.  

 

  

https://www.scotborders.gov.uk/download/downloads/id/3265/2016-17_case_studies.pdf


 

Perth and Kinross Council – Behind the Data – Case Studies  

To support the Council’s annual performance data reporting, publishing case 

studies to show the wider impact of their service delivery. Interesting to note 

case studies are presented in sections such as Tackling Poverty, tackling 

climate change and supporting sustainable places, Developing a resilient, 

stronger and greener local economy. 

The screenshot below gives an overview of how PKC report their performance 

via case studies and how it is laid out on their website. There is at least one 

example per outcome, which can be expanded by clicking the + to show the 

case studies and projects that have been reported on. 

 

 

 

 

 

 

 

 

 

 

 

 

  

https://www.pkc.gov.uk/article/23491/Behind-the-data-case-studies


 

Examples of Performance management case studies  

 

East Dunbartonshire Council – Focus on Performance: Case Studies  

Case studies are presented by local outcomes.  Interesting to note the 

performance is based on the context of the outcome and progress to date 

including a link to further information on the specific strategy of the outcome. 

 

The above example from East Dunbartonshire is much like PKC, with a case study 

per outcome. On clicking on the outcome, it opens up the case study in another 

page.  

 

 

 

 

 

 

 

 

 

 

 

 

https://www.eastdunbarton.gov.uk/residents/council-democracy/about-council/east-dunbartonshire-performance/focus-performance-case


 

Performance management at Basildon Borough Council 

This case study explores how Basildon Borough Council developed a positive performance 

management culture based on transparency, ‘no blame’, and ownership of the process 

across all levels of the organisation. It is interesting to note the following approach was 

taken: 

• Plan – develop a strategy or plan 

• Do – implement the strategy or plan 

• Review – monitor the implementation of the strategy or plan 

• Improve – revise the strategy or plan 

Basildon Borough Council’s performance management framework outlines how the 

council will ensure that it achieves the vision and priorities set out in its corporate plan. The 

framework recognises both the diversity of the council’s business, and that services already 

respond to a wide range of other performance management requirements (such as statutory 

returns, partnership working arrangements, and different legal, regulatory or policy 

frameworks). As such, it builds on what is already in place. 

 

 

 

 

 

 

https://www.local.gov.uk/case-studies/performance-management-basildon-borough-council
https://www.basildon.gov.uk/media/10705/2020-21-Performance-Management-Framework/pdf/Performance_Management_Framework_-_accessible.pdf?m=637635136115930000


 

Performance management at Cheshire West and Chester Council 

This case study describes how Cheshire West and Chester Council developed a revised 

performance management framework (PMF) alongside its new council plan. It was 

interesting to note, the case study illustrated a more accessible and interactive approach. 

Within the dashboard, indicators can be viewed either by council priority or by the council’s 

organisational structure. Each indicator is presented on a tile which sets out its title, current 

performance, status, and a graph showing historic performance. Users can click the 

'information' button on each tile to open additional information such as the rationale for 

choosing the measure, commentary on current performance, future targets, performance 

against available benchmarks, and accountability. This enables a succinct picture of 

performance to be presented, but also allows individuals to drill down into detailed 

information if needed. 

 

Performance management at Bath and North East Somerset Council 

Bath and North East Somerset Council is using its new performance management system to 

inform decision-making and shape service delivery. The key points to note within the case 

study is the council has developed its own in-house integrated reporting framework (IRF) 

which enables officers to monitor many aspects of the council’s delivery and performance. 

The framework is accessed through a dashboard-based online tool (Power BI) that allows 

the collection and monitoring of performance data directly from the council’s main business 

systems and is now used as the main tool for officers to measure progress.  

The above screenshot of the website gives an overview of the layout and sections of the 

performance management implemented  

 

 

 

 

 

https://www.local.gov.uk/case-studies/performance-management-cheshire-west-and-chester-council
https://www.local.gov.uk/case-studies/performance-management-bath-and-north-east-somerset-council


 

4.0  Next Steps 

4.1  As the work continues to develop case studies for the Performance Manual, 
the views and thoughts of elected members on the options presented and will 
be incorporated into the Performance Manual as agreed. 

 

4.2  The Strategic Performance Working Group will also be involved in updating 
and monitoring the effectiveness of the Manual and the use of case studies. 

 

4.3.  Any significant changes or suggested additions or amendments to the 
Manual; out-with the set annual reporting period, will be notified to this 
Committee as a matter of course.  

 

4.4  Within Appendix 1 we have provided a draft suggested example of how the 
learning from the case studies can be applied within our performance 
template. Hyperlinks have been used to direct readers to further information of 
performance. We would ask members to consider how this would function in 
our regular Strategic Plan update reports. 

  



 

Policy and Resource Implications 

 
Resource 
Implications: 
 

 

Financial: 
 

None 
 

Legal: 
 

None  

Personnel: 
 

None 

Procurement: 
 

None 

 
Council Strategic 
Plan: 

 

Grand Challenge 4:  

Enable staff to deliver essential services in a 
sustainable, innovative and efficient way for our 
communities  

 

Mission 4: Enable staff to deliver a sustainable and 
innovative council structure that delivers value for 
money 

 

 

Equality and Socio-
Economic Impacts: 
 

 

Does the 
proposal support 
the Council’s 
Equality 
Outcomes 2021-
25? 
Please specify. 
 

Yes, by highlighting how general performance should 
be measured and reported the report seeks to assist 
in increasing people’s knowledge about Equality and 
Fairness which supports the Equality Outcomes. 
 
 

What are the 
potential equality 
impacts as a 
result of this 
report? 
 
Please highlight if 
the 
policy/proposal 
will help address 
socio-economic 
disadvantage: 

 
 
 
 
 
 

No EQIA required as the report is a summary report 
based on previous audit recommendations, and no 
policy decisions are initiated in this report. 
 
 
Yes, by highlighting areas of work the report seeks to 
assist in increasing people’s knowledge about 
Fairness and impact of policy/planning on socio-
economic outcomes.  
 



 

 
Climate Impacts: 
 

 

Does the 
proposal    
support any 
climate Plan 
actions? Please 
specify: 
 

None directly at this stage 

     What are the 
potential climate 
impacts as a result of 
this proposal? 

 

None directly at this stage 

Will the proposal              
contribute to 
Glasgow’s net zero 
carbon target?               

 
 

By enhancing and understanding or performance 
information; it may enable us to better understand 
actions relating to net zero targeting.   

Privacy and Data 
Protection impacts: 

Data collated with be handled in accordance with the 
General Data Protection Regulation 

 
 



 

Recommendations 
 
The committee is asked to note this report and to:  
 

• Consider the different approaches to presenting case studies within outcomes and 
performance management 

• Note and agree the recommended approach at Appendix 1 for use within the existing 
performance management template 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Appendix 1 

Example of inclusion of Case Studies in RAG Performance 

Reviews 

 

Using Examples from: Strategic Plan Performance: 

Grand Challenge 1: Mission 1 and 3 

 

GRAND CHALLENGE ONE 
Reduce poverty and inequality in our communities 

MISSION 3: 
Improve the health and wellbeing of our local communities 

Commitment 5. Work to promote safe and equitable access to the right services in the 
right place at the right time for all with particular awareness of the needs of protected or 
marginalised communities 

Action Milestones 
(current) 

Progress & 
Performance 

Planned 
Activity 

Lead 
Service 

RAG 

Connect 
people and 
those they care 
for to the right 
supports, in the 
right place and 
at the right time 
through more 
straightforward 
and timely 
signposting 
and information 
for those 
looking for 
support within 
their 
communities. 

Embed 
Health and 
Social Care 
Connect 
service 

Phase 1 of 
Health and 
Social Care 
Connect was 
launched in 
November 
2022, including 
the following 
social work 
services: 
Children and 
families, 
Homelessness 
and adults and 
older people. 

Monitor and 
review the 
recently 
launched 
Health and 
Social Care 
Connect 
service 
 
 

HSCP GREEN 

Launch 
Alcohol and 
Drug 
Recovery 
Services 

Progress and 
performance 
will be 
undertaken and 
reported on by 
the HSCP at 
appropriate 
intervals. 

Prepare for 
the launch of 
HSCC for 
Alcohol and 
Drug 
Recovery 
Services and 
some 
community 
services. 

HSCP AMBER 
 

Click Here 
for Further 
Information 

Commitment 6. Ensure that Glasgow’s carers, including young carers, foster carers and 
kinship carers are supported to provide the best possible care, and achieve the health, 
wellbeing and financial stability that enables them to reach their full potential 

Action Milestones 
(current) 

Progress & 
Performance 

Planned 
Activity 

Lead 
Service 

RAG 

Continue to 
give voice to 
those with lived 
experience of 

Continue to 
support 
carers 

An HSCP 
officer with a 
primary role in 
supporting and 

Support carer 
representation 
on the 
Integration 

HSCP GREEN 



Appendix 1 

being and 
unpaid carer by 
ensuing young 
carers voices 
are being 
heard within 
health and 
social care 
decision 
making 
structures. 

advocating for 
the interests of 
carers has 
been identified 
as a non-voting 
Member of the 
IJB and 
Member of the 
Public 
Engagement 
Committee. 

Joint Board 
and Public 
Engagement 
Committee 
 

Continue to 
support 
carers 

Activity to 
recruit a Carers 
Champion falls 
within the 
responsibility of 
Glasgow City 
Council. HSCP 
officers and the 
IJB will support 
the recruitment 
process and 
ongoing 
support 
requirements. 

Support 
Glasgow City 
Council 
activity to 
appoint a 
Carer’s 
Champion 

HSCP RED 
 

Click Here 
for Further 
Information 
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Appendix  

Case Studies  

1. Launch Alcohol and Drug Recovery Services 

Launch Alcohol and Drug Recovery Services 
 

Commitment Commitment 5. Work to promote safe and equitable access to the 
right services in the right place at the right time for all with 
particular awareness of the needs of protected or marginalised 
communities 

Action Connect people and those they care for to the right supports, in 
the right place and 
at the right time through more straightforward and timely 
signposting and information for those looking for support within 
their communities. 

Milestone Launch Alcohol and Drug Recovery Services 

Case study title  

RAG Rating Amber 

Synopsis (100 
words) 
 
 

Background of work done to date  

The challenge 
 
 

Information on the challenges and why commitment hasn’t been 
achieved  

The solution 
 
 

What work is being done to address this  

The impact 
(including cost 
savings/income 
generated if 
applicable) 
 

Impacts to date  

How is the new 
approach being 
sustained? 
 

 

Lessons learned: Key lessons learned to date  

Contact: Key contact of those working on specific project/work 

Links to relevant 
documents:  

Any supporting evidence. Links to news articles etc  
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2. Continue to support carers 

Launch Alcohol and Drug Recovery Services 
 

Commitment Commitment 6: Ensure that Glasgow’s carers, including young 
carers, foster carers and kinship carers are supported to provide 
the best possible care, and achieve the health, wellbeing and 
financial stability that enables them to reach their full potential 

Action Continue to give voice to those with lived experience of being and 
unpaid carer by ensuing young carers voices are being heard 
within health and social care decision making structures. 

Milestone Continue to support carers 

Case study title  

RAG Rating RED 

Synopsis (100 
words) 
 

Background of work done to date  

The challenge 
 

Information on the challenges and why commitment hasn’t been 
achieved  

The solution 
 

What work is being done to address this  

The impact 
(including cost 
savings/income 
generated if 
applicable) 

Impacts to date  

How is the new 
approach being 
sustained? 

 

Lessons learned: Key lessons learned to date  

Contact: Key contact of those working on specific project/work 

Links to relevant 
documents:  

Any supporting evidence. Links to news articles etc  

 


