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Welcome to Fife Council’s annual 
performance highlights 2017/18
This report provides a strategic overview of performance against key 
indicators. We’ve worked hard to maintain and improve performance, 
and this year has seen a number of important achievements for Fife:
 § Positive inspection reports from Education Scotland and the Care 

Inspectorate show improved attainment and achievement for all 
children, young people and adult learners.  

 § Investment in new ways of working and technology has 
demonstrated significant improvements in housing repairs, home 
care and cost of support services.

 § Despite the need for significant budget savings the council continues 
to take forward a major capital expenditure programme, which in 
2017/18 has seen a number of new leisure and education facility 
improvements.

However, we continue to face significant challenges from a long-term 
decline in revenue funding and a growing and changing population 
with high levels of inequality. Policy and legislative changes are also 
placing additional demands on councils across Scotland and changing 
the way councils work. Some of these changes, such as the creation 
of integration joint boards for health and social care, have already 
changed the role of councils.  Fife Council has worked closely with NHS 
Fife to support the establishment of the Fife Health and Social Care 
Partnership.  Major redesign initiatives are looking at supporting models 
of care in the community and ensuring that individuals receive the right 
support at the right time in the right place.  

Introduction
Between 2016 and 2041, the total Fife population is forecast to rise by 
2.6 per cent (5.3 per cent for Scotland) with the number of people aged 
75 or over rising by 83.5 per cent (78.6 per cent for Scotland). One in 
three of the working age population in Fife’s most deprived areas claims 
benefits compared to one in 20 in the least deprived areas and, in some 
communities, over 50 per cent of children are living in income-poverty.  
We are reviewing support for Fife’s foodbanks to tackle food insecurity 
across Fife. Greener Kirkcaldy was awarded £1m from the Big Lottery 
to develop a Community Food Hub and Glenrothes foodbank has been 
supported to extend what it can provide. 
But the scale of the financial and social challenges continues to grow. 
We need to tackle the root causes of inequality to make Fife a better 
place for everyone - we’re looking to make a big difference to society 
and that’s going to mean different public services. As budgets and 
resources remain under pressure, it’s clear that how we work now 
matters more than ever before. So, we’ll also be looking at the changes 
we need to make internally, in both the short and longer-term, to help us 
deliver on these priorities.   
It won’t be enough to continually find pockets of efficiency savings 
because the change that’s required is about more than just saving 
money. We’ve started a three-year programme of work to transform 
some of our underlying processes and help us work differently across 
the council, and provide services differently throughout Fife. 
Fife Council continues to invest in and deliver essential services that 
have a direct impact on hundreds of thousands of lives. We will do all 
that we can to use resources and public money wisely, work with others 
to get results and do the best possible job for citizens. These things are 
at the heart of public service.
Information can also be found on our website  
www.fifedirect.org.uk/performance 
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Our workforce profile has remained relatively static through 2017/18. However, we have 
been through significant organisational restructure and have continued to reduce our 
workforce to make financial savings.  Between 2010 and 2017 staffing levels reduced 
by 2,618 employees, saving around £39m.  Absence levels remain a challenge but we 
are taking steps to lower sickness rates.  We have implemented a culture improvement 
programme to develop and support employee-led improvement. Feedback shows that 
staff are feeling more positive.  We have implemented the Scottish Government Living 
Wage which has increased the earnings of our lowest paid employees and helped to 
reduce our gender pay gap. A recurring fund of £1m supports employment and training 
opportunities for young people resulting in an increase of our under-25 workforce from 
3.9% in 2013 to 4.7% in April 2018. 

Developing a committed and dynamic workforce

Modern apprenticeships

1,893 modern apprentice starts in Fife 
in 2017/18 a rise from 1,736 in 
2016/17

% of council workforce  
aged 24 and under

4.7% in 2017/18 a rise from 4.3% in 
2016/17

Absence rate

13.44 sickness absence days were 
taken per employee (excluding 
teachers) compared 
to 11.27 in 2016/17

Gender pay gap

1.63% gender pay gap 
in our workplace, 

compared to 2.87% last year

54.9% of the highest paid 5% of 
employees are women,  
a rise from 51.3% last year

People

Good Practice Case Study  
Reality Check 
In 2014, the council began to look at the role of culture across the organisation.  Workshops, 
discussions and consultations were held to map our current culture and what culture was 
needed to support our change agenda. Market research steered us to the concept of 
‘Unwritten Ground Rules’ which provides a way of mapping and measuring culture.  Working 
with Lynchpin associates we developed a three year plan of cultural change through staff 
engagement.  We ran an online Reality Check to seek employee views on current culture 
with over 2,500 staff responding.  This led to extensive work with staff volunteers known as 
Checkmates to set out ten aspirational statements for us to work towards. We have since 
created an appraisal process set against the ten statements, incorporated the statements 
into both our council vision and design principles, worked with services to improve 
employee consultation and engagement and supported senior staff to become more visible 
to staff.  In 2017, around 4,500 staff responded to a second Reality Check. We saw modest 
gains in all areas, but a major improvement in tackling blame culture.  We are currently 
working with volunteers to map our next stage. 
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Indicator 2016/17
2016/17 
Scottish 
Average

2017/18 RAG Progress

Total Modern Apprentice starts 
in Fife

1,736 N/A 1,893 Our number of Modern Apprentice starts in Fife 
continues to increase.  Our Developing Young Workforce 
programme will take this forward over the coming year

% of the Fife Council workforce 
aged 24 and under

4.30% N/A 4.70% As at the 31st March 2018, 4.7% of the Council's 
employees were aged 24 and under. This is a 9.3% 
increase on the 2017 figure of 4.3%.

The percentage of the highest 
paid 5% employees who are 
women

51.30% 52.00% 54.90% Fife's performance has improved to above the national 
average. The Council will continue to encourage women 
into different and more senior roles on a proportionate 
basis.  

The gender pay gap 2.87% 4.14% 1.63% Fife’s gender pay gap continues to be below the Scottish 
average figure. 

Sickness absence days per 
teacher

6.43 6.06 6.64 Increases in absence levels are mainly due to the harsh 
winter period and a higher occurrence of colds, flu and 
viruses.  Change is also taking place across the Council 
resulting in added pressure to  managers and employees 
which can impact on absence levels. National shortage 
of teachers is also impacting on this area.

Sickness Absence Days per 
employee (excluding teachers)

11.27 10.92 13.44

Developing a committed and dynamic workforce 
In detail...

Performance improving  
and/or above Scottish average

Performance static  
and/or at Scottish average

Performance declining  
and/or below Scottish average
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Our ambition is to transform how our customers access and experience 
service delivery by designing services from the customers’ perspective 
rather than the needs of the service, and to better target resources to those 
most in need.  As a council we are delivering more digital services and 
access for the public than ever before, ensuring customers get a better, 
easier and faster service.  We have placed more services online in the last 
few years and met significant demands for Wi-Fi and ICT public services, 
continuing to support Fifers to get online, reducing digital exclusion and 
providing access to an increasing number of digital public services.  

Working for local citizens and communities 

Community led services

72.6% of Fifers agree that the Council 
is addressing issues affecting 
quality of life in their local 
areas, an increase from 68.5% 
in the previous year.

43.3% of people agree that they can influence 
decision making,  
a slight rise from 41.07% in 2016/17

Complaints

88% of complaints were answered within timescales, 
down from 89% in 2016/17

Freedom of Information requests

79% of requests were answered within the required 
timescales, a drop from 89% in 2016/17

Customer

Good Practice Case Study  
Care at Home
Working with the Fife Health & Social Care Partnership, the ‘Transforming 
Care at Home’ project aimed to deliver a digital solution for appointment 
scheduling through the use of mobile technology. The aim was to reduce the 
time spent travelling to appointments through efficient rostering as well as 
reducing the time spent updating case notes. In 2017 we deployed mobile 
technology to 900 carers covering all of Fife. The real-time scheduling of 
home care visits allowed Home Carers out in the field to see their daily rota 
for client visits and respond to real time changes at the touch of a button in 
both urban and remote rural settings.   Front-line staff feel the technology 
enables them to provide a better service and at a level they can sustain.  
Achievements to date include: productivity improvement of 19.5%, expected 
cost avoidance of £2m by doing more work internally, care delivered outwith 
assessed times reduced by 50% as well as reductions in paperwork, 
postage, travel time and the need for manual intervention.
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Indicator 2016/17
2016/17 
Scottish 
Average

2017/18 RAG Progress

% of Fifers agreeing Council 
is addressing issues affecting 
quality of life in local 
neighbourhood (Scottish 
Household Survey)

68.50% 54.00% 72.60% Performance at 72.60% is significantly higher than the national 
average of 54%.

% of Fifers agreeing that 
they can influence decisions 
(Scottish Household Survey)

41.70% 31.80% 43.30% Performance at 43.30% is well above the Scottish average of 
31.80%.

% of Fifers agreeing that they 
can influence decisions 20% 
most deprived Fife (Scottish 
Household Survey) 

N/A 28.40% 47.80% Performance at 47.8% is well above the Scottish average of 28.4%. 
The 2016/17 figure was not published.  

% of Stage 1 complaints 
answered within SPSO 
timescales

92.00% N/A 88.30%* A small number of Stage 1 complaints which go well over timescale, 
have a negative impact on performance even when the general trend 
is positive.

% of Stage 2 complaints 
answered within SPSO 
timescales

74.00% N/A 87.00% The improvement in resolution times is due to services and teams 
working collaboratively to improve the internal complaints process.

% of complaints answered 
within SPSO timescales overall

89.00% N/A 88.00% A small number of Stage 1 complaints which go well over timescale, 
have a negative impact on performance even when the general trend 
is positive.

Working for local citizens and communities  
In detail...

Performance improving  
and/or above Scottish average

Performance static  
and/or at Scottish average

Performance declining  
and/or below Scottish average

continued/

* Please note that the earlier reported figure in the Customer Report 2018 was incorrect.
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Indicator 2016/17
2016/17 
Scottish 
Average

2017/18 RAG Progress

% of Freedom of Information 
(FOIs) requests answered within 
timescales

89.00% N/A 79.00% FOIs received have increased by 23% and due to the sometimes 
complex nature of the request, this has resulted in a reduction 
completed with timescales.

% of calls answered at the 
Contact Centre

88.10% N/A 82.20% Call volumes increased in 2017/18 (possibly due to the severe winter 
weather) which has had an effect on call answering figures.  The 
poor call answering rates have continued into 2018/19. However this 
has improved since the recruitment of new starts into the contact 
centre.

Twitter followers 34,139 N/A 46,496 The Council's use of social media as a way to contact Fife residents 
resulted in a 26% increase in customers contacting us via Twitter.

Facebook fans 25,097 N/A 35,973 The Council's use of social media as a way to contact Fife residents 
has resulted in a 44%  increase of customers contacting us via 
Facebook.

Number of Online Enquiries 130,327 N/A 154,592 The introduction of more web based forms has increased the public 
doing business with the Council online by 19%.

Number of Online Accounts 110,364 N/A 127,288 Moving school payments online has resulted in an increase of 15% 
of online accounts.

Working for local citizens and communities  
In detail...

Performance improving  
and/or above Scottish average

Performance static  
and/or at Scottish average

Performance declining  
and/or below Scottish average
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We recognise that in order to be responsive and act quickly we need to 
invest in our services and work differently.  The pace of change continues 
to increase and we need to maintain this momentum.  We are improving 
business intelligence to better understand and monitor the cost and impact 
of activities, adapting what we do and how we do it to keep improving 
outcomes and efficiency.  The drive to use technology and improve digital 
opportunities will be a key focus in redesigning the way we deliver services.  

Delivering fit for purpose public services 

Major Planning Applications 

31 weeks to deal with major planning applications,  
down from 54 weeks in 2016/17

Recycling

60.2% of total household waste was recycled,  
a rise from 54.6% in 2016/17

Non-emergency repairs

6.66 days is the time taken to complete non-
emergency repairs, lower than the 8.08 days the 
previous year

Housing quality

97.44% of our council homes now 
meet the Scottish Housing 
Quality Standard (SHQS)

Responsiveness

Good Practice Case Study  
Improving the Delivery of Housing Repairs 
In 2016/17 our Housing Services successfully trialled a new approach to 
reduce the time it takes to complete a housing repair from 10 to seven days 
within 12 months.  At an average of 10 days Fife Council was performing 
in the bottom quartile of Scotland’s Councils.  Using the Franklin Covey 
‘4 Disciplines of Execution’ (4DX) methodology an average of five to six 
day response was achieved moving the Council into the top quartile.  The 
methodology helps employees narrow their focus and spend time executing 
areas that bring the highest return for their customers.  Other benefits 
included customer satisfaction increasing from 78% of tenants very satisfied 
to 98% within 12 months. £350k was saved in abortive journeys and getting 
the job right first time. These benefits are permanent and recurring.  We are 
now looking at further opportunities to introduce this methodology in other 
Services.
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Indicator 2016/17
2016/17 
Scottish 
Average

2017/18 RAG Progress

Average length of time taken to 
complete non-emergency repairs (days)

8.08 6.40* 6.66 Performance continues to improve thanks to partnership working 
between Housing and Building Services.

% of stock meeting the Scottish 
Housing Quality Standard (SHQS)

98.64% 94.20%* 97.44% Whilst performance is less than 100%, Fife has no recorded SHQS 
failures. The difference is explained by exemptions and abeyances.

Percentage of properties at or above 
the appropriate National Home Energy 
Rating or Standard Assessment 
Procedure ratings 

99.84% 97.60%* 99.87% We will continue to monitor the condition of our stock in order to 
improve energy efficiency while working towards achieving EESSH 
by December 2020. We will continue to tackle failing elements, 
working closely with our tenants.

% of pupils gaining 5 + awards at level 
5 (pre-appeal)

55% 60% 57.62% The educational outcomes of successive year groups have shown 
a sustained improvement since the introduction of Curriculum for 
Excellence, a trend that continued in 2017/18.% of pupils gaining 5+ awards at level 6 

(pre-appeal)
28% 34% 31.68%

% of total household waste that is 
recycled

54.60% 45.20% 60.20% Fife recycles 60% of its waste.  This is above the national average 
and actions are in place to maintain this. 

The average time (weeks) to deal with 
Householder planning applications 
determined during the year

8.57 N/A 8.86 Performance has declined slightly. It is anticipated that with the 
continued implementation of proactive case management and 
flexible cross team resourcing that the householder application 
performance will improve. 

The average time (weeks) to deal with 
Major planning applications determined 
during the year

53.99 N/A 30.95 Performance has improved.  Work is ongoing with Legal Services 
to improve the drafting and concluding of legal agreements which 
would improve performance of all planning applications requiring a 
legal agreement.

Delivering fit for purpose public services  
In detail...

Performance improving  
and/or above Scottish average

Performance static  
and/or at Scottish average

Performance declining  
and/or below Scottish average

*Housing average 2017./18 from Scottish Housing Regulator
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The Council’s General Fund Budget Report sets out the financial 
challenges the council faces in the context of the wider public sector 
financial outlook. The cost of providing existing services in their current 
form is expected to grow with significant demographic and demand led 
pressures in some areas. Over the same period grant income from the 
Scottish Government is expected to fall. The real terms reductions in 
grant funding seen in 2016-17 and 2017-18 reinforces the importance 
of the Medium Term Financial Strategy and of its core objective of 
securing the Council’s continued financial sustainability
During 2017-18, Fife Councils revenue budget was £782.8m. This 
budget was funded from three main sources; General Revenue Grant 
(GRG), Non-Domestic Rates Income and Council Tax Income.  
The level of balances reduced from £57.1m at the start of 2017-18 and 
after taking into account commitments there was £19.0m of balances 
remaining uncommitted at the end of the year.  
Budgets controlled by Services generated an underspend of £4.8m 
due to a variety of reasons including staff vacancies, additional funding 
received and other general underspends.  An increase in Council 
Tax income, along with underspends in both Loan Charges and 
Contingencies contributed to an overall underspend of £7.219m, which 
equates to 0.92% of budget.
Fife Council spent a further £139.7m of capital investment in schools, 
transportation and housing projects. 

Providing value for money

The Council’s budget is likely to reduce in real terms over the coming 
years placing significant financial pressure on the Council. The Council’s 
long term financial plan and medium term financial strategy have been 
updated to reflect the financial challenges and risks facing the Council.  
All Services are expected to redesign their services and work in 
partnership with other bodies to meet the cost of additional pressures 
arising from demographic growth and other demand led pressures.  A 
corporate ‘Changing to Deliver’ programme will support Directorates 
within the Council to redesign their services so that the Council 
continues to deliver a sustainable financial plan. Ownership of change 
plans will be held by Directorates and assistance will be provided 
to progress initiatives across a number of themes; Operations, 
Income Generation, Procurement/Contract Management, Customer, 
Communities, Building Value and Demand & Analytics. 
More information is available at  
www.fifedirect.org.uk/annualaccounts

Cost
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Providing value for money
Cost

How we are funded

General 
Revenue 

Grant
£448.9mCouncil Tax

£171.0m

Non-
Domestic 

Rates
£149.5m

Budget 
funded from 

balances
£13.4m

Total
£782.8m

Total spend by Directorate

Education 
& Children’s 

Service
£352.4m

Health & 
Social Care

£141.8m

Environment 
& Enterprise

£97.7m

Finance 
& Corporate 

Services
£56.4m

Communities
£63.9m

Chief 
Executive

£0.3m

Corporate & 
Democratic

£2.4m
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Indicator 2016/17
2016/17 
Scottish 
Average

2017/18 RAG Progress

Cost per attendance at 
sports facilities

£2.34 £2.81 £2.41 Cost per attendance has risen due to reduced footfall but is still 
below the Scottish average.

Cost per library visit £3.76 £1.97 £3.57 Cost per attendance has fallen but remains high in comparison  
with the Scottish average, as this reflects the number of facilities 
and breadth of provision across Fife.

Cost per museum visit £2.37 £3.15 £1.69 Cost per attendance remains low in comparison  with the Scottish 
average. Performance continues to improve due to the reopening 
of Carnegie Library & Gallery and increased visitor numbers 
across the board. 

Gross rent arrears (all 
tenants) as at 31 March 
each year as a % of rent 
due for the reporting year

7.55% 5.20% 8.21% The rate of increase in rent arrears has slowed, against a 
challenging national picture. The impact of universal credit is 
increasing.

Cost per primary school 
pupil

£4,492.82 £4,788.32 £4,643.07 The cost per primary school place increased by 3.3% on 2016/17 
in Fife primary schools, reflecting the increased resources 
available via the Scottish Attainment Challenge and Pupil Equity 
Fund.

Cost per secondary school 
pupil

£6,309.96 £6,805.84 £6,345.67 Costs for secondary schools increased marginally in 2017/18 but 
remain significantly below the national average.

Providing value for money  
In detail...

Performance improving  
and/or above Scottish average

Performance static  
and/or at Scottish average

Performance declining  
and/or below Scottish average

continued/
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Providing value for money  
In detail...

Performance improving  
and/or above Scottish average

Performance static  
and/or at Scottish average

Performance declining  
and/or below Scottish average

continued/

Indicator 2016/17
2016/17 
Scottish 
Average

2017/18 RAG Progress

Cost per pre-school place £3,889.46 £4,246.42 £4,609.27 National changes to the entitlement for early learning and 
childcare are currently being introduced, with entitlement 
increasing to 1140 hours by 2020 for three and four year olds 
and eligible two year olds. Spend on pre-school provision is 
increasing significantly across Scotland as provision is developed 
to deliver this objective, and the Scottish Average for 17/18, when 
published,  is expected to reflect this increase.

Cost of parks and open 
spaces per 1,000 population 

£23,530.00 £20,432.00 £22,118.11 Our cost of provision of parks and open spaces remains above 
the national average.  This is due to the provision across Fife.  
Our Green Space Strategy is being reviewed and a forward plan is 
being developed for 2019-22.  

Net waste collection cost 
per premises

£42.31 £64.54 £50.28 Fife remains one of the top performers nationally and we are well 
below the Scottish Average for waste collection costs.   16/17 
costs were artificially low due to over recovery of income, which 
was resolved in 17/18.

Net Cost of street cleaning 
per 1,000 population 

£10,633.76 £14,695.00 £10,544.65 The cost of street cleaning has decreased and remains below the 
national average.  

Road maintenance cost per 
kilometre

£11,230.58 £10,307.65 £12,227.40
 

The cost of road maintenance per kilometre remains above the 
Scottish Average and this is reflected in the road condition within 
Fife.  The harsh winter of 2017/18 and red weather warnings 
resulted in increased expenditure
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Providing value for money  
In detail...

Performance improving  
and/or above Scottish average

Performance static  
and/or at Scottish average

Performance declining  
and/or below Scottish average

Indicator 2016/17
2016/17 
Scottish 
Average

2017/18 RAG Progress

Support services as a % of 
total gross expenditure

4.97% 5.00% 4.79% The level of reduction in Support Services costs recorded for Fife 
is consistent with the significant savings which have been 
made within Support Services departments over the last four 
years. 

Cost of collecting Council 
Tax per dwelling (£)

£2.64 £8.98 £2.78 Cost of collection is consistently below the Scottish Average and 
remains in the top quartile. 

Percentage of income due 
from council tax received by 
the end of the year %

95.77% 95.80% 95.79% Collection rate improved slightly and whilst it is still below the 
target set in the current economic climate this is satisfactory.

Percentage of invoices 
sampled that were paid 
within 30 days %

97.17% 93.06% 96.98% The percentage of invoices paid within 30 days has declined 
slightly however is still above the national average. 
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Fife Council’s 
Performance 

2017-18 
Highlights

 
Alternative Formats
Information about Fife Council can be 
made available in large print, braille, 
audio CD/tape and Gaelic  on request 
by calling 03451 55 55 00

 
British Sign Language 
please text (SMS) 07781 480 185

 
BT Text Direct:  
18001 01592 55 11 91

 Language lines
   

03451 55 55 77

  
03451 55 55 99

 
03451 55 55 88
Polskoj˛ezyczna linia telefoniczna:  
03451 55 55 44

  
03451 55 55 66 

How Fife compares with other councils
Councils across Scotland have agreed a set of indicators 
that will help Councils to compare themselves on costs 
and service delivery from 2014/15.
Comparative data for 2016/17 has been published 
(February 2018) 
To see how Fife compares with other Councils on a 
range of services go to  
www.improvementservice.org.uk/benchmarking


