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Director of Service

Finance and Property Services provide a wide range of
services to customers and to all areas of the council which
are designed to contribute to positive outcomes in the five
corporate priorities through effective models of support,
planning, policy, advice and direct service provision in
relation to: Anti-Poverty Service, Audit, Risk and Counter
Fraud, Financial Management, Property Services, and
Revenues Service.

As well as assuring effective governance and compliance,
Finance and Property Services will maintain a clear focus on
delivering Best Value, whilst empowering residents and
stakeholders to have their say on how services provided by
Finance and Property Services develop and transform.

This improvement plan sets out how the service will use its
resources to deliver positive outcomes for West Lothian. It
is the result of detailed discussions and engagement to make
sure that the services continue to be well planned and
managed.

| hope that it will help our employees, customers and
partners to understand how we will transform our services
and continue to deliver for West Lothian.
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|. Our Service

What we do

Finance and Property Services provides positive
leadership so that the council, along with our
Community Planning Partners, continues to
modernise and provide high quality services, fulfil the
needs of communities, and secure targeted outcomes.

Our Customers

Our customers include council taxpayers, business
ratepayers, many different sections of the population
who receive payments from the council, recipients of
advice and support, suppliers, other council services,
elected members and key partners.

As a direct service provider and an enabler, we
recognise that our customers face an extremely
challenging period due to the high, often increasing,
demand for public services with financial and
resourcing constraints.

We will continue to engage with, listen to and
support our varied categories of customers to deliver
outstanding public services that meet the needs of
customers and stakeholders.

Our Way of Working

We will add value in every connection, service and
transaction that takes place, helping our council to
succeed.

Our Purpose
Finance and Property
Services support the
delivery of services that
are accessible, digital
and efficient to
transform the council
to deliver its vision of
creating a thriving
West Lothian, where
our communities are a
great place to live,
work and learn.

We will work
collaboratively and use
our experience,
knowledge and
creativity to support
the delivery of public
services that meet the
needs of customers.

————
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2. Finance and Property Services Overview

Our Services:

Anti-Poverty Service

Budget: £9,989 million
Staff resource: 69.386 FTE

The Anti-Poverty Service delivers a free, impartial and
confidential advice service to help the most vulnerable
households in West Lothian. The focus of the service is on
alleviating poverty and promoting inclusion and equality.

The service is responsible for administration of housing
benefit, the council tax reduction scheme, discretionary
housing payments and the Scottish Welfare Fund and a
range of entitlement schemes, including school related
payments. The service is also responsible for undertaking
financial assessments as part of the non-residential
contributions policy

Audit, Risk and Counter
Fraud

Budget: £433,000
Staff resource: 6.0 FTE

The risk management function is responsible for ensuring
that there is a corporate framework in place which enables
the council to effectively manage its risks. The internal audit
function provides assurance on the council’s framework of
governance, risk management and control. The counter
fraud function raises awareness on fraud related risks and
ensures that alleged frauds and irregularities are effectively
investigated.

Financial Management
Unit

Budget: £2.77 1 million
Staff resource: 39.57 FTE

The Financial Management Unit provides a wide range of
financial services. The unit is responsible for developing the
council’s revenue and capital financial strategy and for the
annual management of budgets through a risk-based
approach to budget monitoring. The service is also
responsible for preparing the council’s annual accounts,
payments to suppliers, insurance, treasury management and
maintenance and development of finance systems.
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Property Services

Budget: £45.119 million
Staff resource: 80.07 FTE

Property Services are the corporate lead for all non-
residential property asset management activities. The unit is
responsible for the deployment of resources engaged in the
council’s operational and commercial property assets. It
delivers a range of services to both internal and external
customers including commercial property management,
strategic asset management, statutory compliance,
maintenance, design and construction management, energy
management, facilities management, community asset
transfer, common good assets and a range of professional
property services. The unit adopts a strong corporate
approach to the lifecycle management of the council's assets.

Revenues Unit

Budget: £1.325 million
Staff resource: 58.35FTE

The Revenues Unit provides a front-line service to a wide
range of customers, The Unit is responsible for council tax
and business rates billing, administration and collection,
miscellaneous income and housing benefit overpayments
collection, income management, a holistic approach to
dealing with customers who are in debt and a call handling
service for customers looking to access the Scottish
Welfare Fund and Advice Shop service.

FTE = full time equivalent
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3. Operating Context

Finance and Property Services operates within a large ecosystem and there are a number of factors that
the service must consider when planning for the future, ensuring that we maximise opportunities and
manage any risks or threats to our services. Key factors that will shape our services in the next two years
are set out in detail below.

Corporate Priorities

The council has identified five priorities for the period 2023/24 to 2027/28. These reflect the areas that are
most important for the community and contribute to improving the quality of life for all living, working and
visiting West Lothian.

The priorities have been set through consultation with our community, staff and partner agencies and
identify and address the most pronounced, collective needs of the local area. They will also provide a focus
for decision making and resource prioritisation in the next five years, ensuring that we target our efforts
towards the issues that matter most to the community.

In the next two years, the council will focus on achieving outcomes in each priority.

O

RAISING STRENGTHENING INVESTING
EDUCATIONAL CARE AND SUPPORT [N SKILLS AND
ATTAINMENT FOR CHILDREN, JOBS

ADULTS AND OLDER

PEOPLE

Finance and Property Services will support achievement in each of the corporate priorities through our
services. Our Key Objectives explain in greater detail how we will support the council to achieve success
in each priority area.

Customer Needs

As a support service and direct service provider, it is critical to the success of the council that Finance and
Property Services ensures that we have a detailed understanding of customers’ current and future needs
and preferences. It is known that council services will go through a period of transformation that will
change service provision and ways of working in the next two years. It is critical therefore, that Finance
and Property Services responds appropriately and creates and tailors’ services that will advance
transformation and support continued high performance.

The delivery of demand-responsive professional advice and support is a key objective and we will have to
adapt to more efficient ways of working in order for the service to continue to meet customers’
expectations with the allocated resources. In the next two years the service will, adapt our processes,
supports and strategies in line with customer needs.
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The Service will continue to accelerate the development of the asset management system platform to
improve management of our properties, including enabling contractors to provide all necessary compliance
records in a timeous fashion. This will provide a better way of ensuring clients have access to accurate and
up to date information which they require for efficient and compliant building management.

Finance and Property Services will continue to offer a range of volunteering opportunities to enhance
delivery and better support customers. We will also work collaboratively with other services to improve
and enhance the customer experience.

The service will actively engage with customers and stakeholders and continue to use lived experiences in
the delivery and re-design of services to ensure that they are accessible and focused on customer needs and
preferences.

As the council will have to work within constrained budgets for both capital and revenue it is important that
Finance and Property Services continues to work with services to provide relevant and timely information
that influences spending decisions and informs budget decisions which will be made that maximise service
delivery within resources available.

Economic and Market factors

Finance and Property Services will continue to closely monitor economic and market factors through
quarterly horizon scan reports and determine how these impact on the council’s financial management and
business continuity modelling.

In fulfilling its wider role to support economic development, the service will continue to provide
opportunities for business to succeed and grow by providing a well managed and accessible commercial
property (Tenanted Non-Residential Property) portfolio with suitable lease terms to allow tenants the
flexibility they need to adapt to changing business circumstances.

The rise in the cost of living presents significant challenges in our efforts to maximise income due to the
council. A firm but fair approach will continue to be taken in our collection activity which will be enhanced
through close working with financial and welfare support services.

The service will continue to promote and support financial and social inclusion through the delivery of the
Tackling Poverty Strategy which aims to improve the standard of living of individuals, families and
households who are living in poverty.

In addition to inflationary pressures and increasing costs, Finance and Property Services will be impacted by
a challenging labour market for professional staff and rising material costs. The service is adapting our
recruitment, staff engagement and retention and succession planning in order to continue competing for
the best people. This will include actively engaging with staff to encourage the development and upskilling
of existing employees and seeking opportunities to provide training roles where appropriate.

Local, national and international economic influences and resulting market fluctuations have the potential
to impact upon the cost and timing of planned capital investment projects and to put pressure on property
related revenue budgets in key areas such as utility costs. Finance and Property Services will manage any
emerging pressures through robust and effective budget monitoring and reporting.
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Technology

The importance of technology to the council’s operations has never been greater. It is imperative that the
council maximises the use of technology, creating choice for customers in the way that they access and
receive services and also, using it to increase productivity.

Finance and Property Services will have a dual role in supporting the wider digital ambitions of the council
through the provision of financial systems support, solutions and process review functions to other
services and shifting towards more online and automated services as well.

We will seek to innovate to improve our properties, using new technology in terms of building
management systems and will seek to rationalise and streamline systems to ensure that they are
interconnectable to ensure productivity gains are secured. This will be aided by mobile technology and use
of innovation to improve the customer experience through easier interaction with Property Services for all
aspects of customer interaction.

Property Services will improve the scope of use of our asset management software (Concerto) to capture
information sharing, to provide efficiencies alongside cloud-based solutions for project work.

In the longer-term, Finance and Property Services will further seek to assess solutions for integrating
sensors into capital upgrades. This will build upon existing platforms such as the CO2 sensors and Building
Management System (BMS) solutions which are already used to improve information gathering and analysis
technics to drive business efficiencies.

Finance and Property Services will also further develop automation and digital process integration to allow
Council Tax customers to self-serve through their customer portal, updating their Council Tax accounts
with changes in circumstance with minimal manual intervention.

In addition to this, the Revenues Service will seek to migrate its systems to cloud-based solutions which
provides access to upgraded and modern technologies to further develop efficient processes and improved
customer experience.

For the Anti-Poverty Service, the implementation of automation processes to aid the administration of
financial payments will also be a key aim to ensure customers receive their entitlements quickly and
efficiently. Key to this is the development of a prototype ‘Apply Once’ digital solution for all financial
benefits and entitlements this allows significant potential for further automation to streamline system
interfaces and remove manual interventions, the Anti-Poverty Service in partnership with the Improvement
Service are scoping out the potential for this digital solution. Alongside this, a review of how customers
interact with the service to ensure services are accessible and agile will support those customers who can
self-serve and, in general, the service will seek to use new technology to ensure a smooth and streamlined
customer journey.

Across the service the increase in automation will be used to develop systems to enhance efficiency and
productivity. This will include the automation of invoice processing and enhanced reports generated from
Business Intelligence.

The service will continue to further develop and upgrade key financial systems with planned major
upgrades planned to e5 general ledger and all associated modules, and also Business Intelligence.
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Legislation and Regulation

As public service providers, the council must ensure that we plan and deliver our services appropriately to

meet statutory duties and comply with the relevant regulatory frameworks. Finance and Property Services

has a key role in ensuring that services receive appropriate advice and guidance in relation to these matters
and also acts as a council-wide lead for the development of corporate arrangements for a number of areas

of legislation and compliance.

This includes: -

¢ Administration of Housing Benefit, Council Tax Reduction, Scottish Welfare Fund, Education
Grants, Blue Badge, Non-Residential Care Contributions Financial Assessments and National
Entitlement Cards.

¢ Billing, collection and administration of Council Tax and Non-Domestic Rates

e Publishing an annual Local Child Poverty Action Plan Report in partnership with NHS Lothian.

¢ Renewing the Scottish National Information and Advice Provider standard

e Liaising closely with council services on the preparation of annual budgets and setting of Council tax
in line with statutory requirements and for the preparation of the annual accounts

e Reviewing and monitoring the impact of discretionary taxation charges, such as Council Tax second
homes and long-term empty properties and Non-Domestic Rates empty property rates.

e Ensuring that all council buildings are maintained in a manner compliant with necessary statutory
regulations.

e Support Responsible Persons to safely and effectively manage the council’s operational buildings.

e Ensuring that all construction and maintenance projects are completed in accordance with
necessary statutory guidance and regulations.

e Providing an internal audit service in compliance with the provisions of the Local Authority
Accounts (Scotland) Regulations 2014.

e Compliance with accounting codes of practice and associated regulations including the CIPFA
Prudential Code for Capital Finance and Financial Management Code of Practice, including the
statutory valuation of the council’s property assets.

e Compliance with the council’s statutory requirements relating to Community Asset Transfer and
Common Good under the provisions of the Community Empowerment (Scotland) Act 2015

Climate Change and Sustainability

The council declared a climate change emergency in September 2019 and published the Climate Change
Strategy 2021-2028 in October 2021. The council is committed to supporting the transition to net zero
emissions in Scotland and the decarbonisation of the public sector for the benefit of the environment,
people and our economy. There is also a need for the council to adapt and build resilience to manage the
impact of climate change alongside any actions to reduce emissions.

Finance and Property Services will continue to directly influence reductions in the council’s own carbon
emissions while providing support and information to services across the authority including the provision
of quarterly performance information. In addition, we will encourage and support others in West Lothian
to reduce theirs. Alongside this, Property Services will seek to use technological solutions to reduce
energy use both to reduce expenditure but also to reduce the carbon impact of the council’s energy use.
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We will also continue to build a resilient and well adapted West Lothian where natural ecosystems are
protected, sustainably used and strengthened while services, communities and places are adapting to cope
with climate change impacts (including land use, buildings and infrastructure).

We understand the scope and benefits of local carbon offsetting and will manage our publicly owned land
assets in a way that contributes to our path to net-zero. Finance and Property Services will also embed
climate action in our policies and practices and across the council and create a culture of sustainability and
resource efficiency.
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4. Key Objectives

Finance and Property Services will support every service in the council to meet their
outcomes and obligations through the provision of high-quality, timely advice and efficient
systems of governance. It will also be a key resource for services seeking to improve and
transform, building capabilities, skills and knowledge in key management areas.

The service will be organised around four topical clusters, or objectives, that we will work to advance in
the next two years.

Finance and Property Services will monitor our success in each objective with appropriate performance
indicators and targets set to encourage performance improvement.

Objective |
To deliver appropriate advice, support and leadership to customers and council services
Finance and Property Services will:

N Work collaboratively across services to improve the customer experience and meet customer needs.

N Review customer engagement channels to improve service delivery, modernisation and
performance.

N Provide financial advice and support to council services in relation to revenue and capital budget
matters and medium term financial planning.

N As part of the service delivery review of economic development and advice services instructed by
council as part of the 2026-27 revenue budget, to review the effectiveness of current service
delivery within the Anti-Poverty Service and ensure an evidence-based future service delivery

model built around customer needs and improving customer pathways.
N Deliver an advice service which provides income maximisation support, money, debt, fuel and

housing advice to customers and employees.

N Provide support and information to services across the council in order to reduce energy use and
carbon emissions, including quarterly performance data and the preparation of the council’s annual
Climate Change Declaration report.

N Review and monitor capital resources including receipts for general funding HRA and capital grants
and developer contributions.

N Manage and deliver the Property Capital Programme, including project delivery by external and
internal professional teams for both property and other assets (i.e. housing and open space). This
includes planned improvements (i.e. Easter and summer schools programmes, statutory
compliance), developer and core funded projects. Total projects are projected to have a value of
over £47.742 million.

N Manage the council’s tenanted non-residential property portfolio to meet income targets and support
economic development (TNRP).

N Work on various property focused service modernisation, efficiency and effectiveness projects and
programmes. This will include as a priority the development of the Asset Management software
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platform to deliver more efficient processes, information analysis and also to support customer
interactions with Property Services.

N Manage and administer supplier payments to customers within 30 days of invoice receipt.

N Work with services to offer a range of volunteering opportunities. Working with council services
and partners to develop and deliver a joined up and corporate approach to volunteering.

N Develop and deliver time limited projects to support low-income households affected by the Cost-
of-Living Crisis.

Performance will be monitored in this objective through:

Key Output Key Indicator 2025/26
Performance

Support PS603 - Helpdesk - Percentage of customers who rated 95.5% 90%
service delivery of maintenance as good or excellent
custt.)m.ers. L) APS060 Promg’te social inclusion bfl maximising income and £31,537,531 Income Maximisation
IRaXIMISEINCOME improving the standard of living of individuals, families and Target
and provide debt, | households who are living in poverty. £28 million
fuel and housing APS062 Total value of money advice customer debt £1.6 million Debt Successfully
advice successfully managed Managed £1.8 million
APS064 — Energy advice savings achieved through advice £523,736 Annual target
and guidance on efficient home heating use, fuel switching £480,000
and reduced supplier tariffs.
APS063 Homelessness Prevented 165 160

Property SCORPASSETO02 Proportion of Internal Floor Area of 95.5% *

Operational Buildings in Satisfactory Condition

PS207 - Percentage of Total Capital Programme Spend 99.4%
Delivered in Year by Property Services.

and PS204 - Percentage of projects delivered on time (General 100%
improvements Services Property)

P:PS906 - Percentage completion of Energy Performance [0]0)75
Certificates in operational buildings where required

management,
modernisation

Support Services PS304 Percentage of rent outstanding for commercial

and Economic property
d I ¢ FMO0I - Percentage of Suppliers paid within 30 Days of
evelopmen Receipt

APS089 Number of Volunteering Opportunities created

APS202 - Percentage of volunteers recruited from the 20%

most deprived areas in West Lothian
* The scorecard will report the last recorded performance in the event that any data for 2025/26 are not available for the period or reporting
has been delayed (for example due to external validation processes).

Objective 2

Maximising and sharing opportunities, resources and skills to deliver thriving communities
and tackling poverty and inequality.

Finance and Property Services will:

N Review and refresh the Tackling Poverty Strategy 2023-2028 ensuring outcomes and priorities are
reflective of the local need and economy this will be done partnership with community planning
partners and the third sector contributing to the outcomes of Scottish Government strategies and
plans as well as local strategies and plans. Continue to publish an annual Local Child Poverty Action
Plan Report in partnership with NHS Lothian/Public Health.

12
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N Manage significant revenue resources of £45.119 million deployed in the management, maintenance
and operational availability of all council owned, leased and occupied property (i.e. energy,
maintenance, non-domestic rates).

N Provide professional and technical support in matters relating to construction, design and
development, statutory compliance policy and procedure development, disposals, acquisitions,
statutory valuations, business case development, property ownership records, property advice,
options appraisals, feasibility studies, condition surveys and maintenance assessments.

N Deliver Housing Benefit, Council Tax Reduction, Scottish Welfare Fund, Discretionary Housing
Payments, Education Grants, Blue Badge and process National Entitlement Card.

N Work with partners to raise awareness of Education payment such as School Clothing Grants and
provide a customer focused service for parent/pupil benefit applications for free school meals and
Education Maintenance Allowance.

N Work collaboratively with advice services in the collection of Council Tax to identify vulnerable
debtors and provide financial and welfare support to assist them in dealing with debt.

N Provide high quality, free and impartial advice in the areas of Welfare Benefit, Debt, Housing and
Energy.

N Develop and promote opportunities for people furthest away from employment to increase skills and
gain accreditation through volunteering.

N Lead on Community Asset Transfer and in doing so ensure compliance with the council’s statutory
obligations for the processing of asset transfer requests and promoting community asset transfer as
a means of empowering communities and supporting community wealth-building through the
delivery of community-led projects.

N Lead on the management of Common Good assets and in doing so ensure that the council complies
with its statutory obligations relating to the use and disposal of Common Good assets.

Performance will be monitored in this objective through:

Key Output Key Indicator 2025/26
Performance

SCORP0Q9 — Percentage of Crisis Grant 99.1%*

supporting the most decisions processed within | day
. SCORPI0 — Percentage of Community 99.2%*

VUIne_rabIe households in West Care Grants processed within |5 days
Lothian. APS082 - Non-Residential Care 100%
Assessments accuracy check
APSO19 — Discretionary Blue Badges 70%
Processed within 28 working days
APS020 - Percentage of automatic blue 74%
badges processed within 8 weeks
APS078 - Average number of days to
process Housing Benefit monthly new
claims
APS068 - Average number of days to
Payments process Council Tax Reduction monthly

new claims

Benefit management
Administration of Financial

* The scorecard will report the last recorded performance in the event that any data for 2025/26 are not available for the period or reporting
has been delayed (for example due to external validation processes).
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Objective 3

Preparing and delivering effective financial planning and budgeting to help deliver corporate
objectives.

Finance and Property Services will:

N Prepare and deliver medium term revenue and capital budget strategies.

N Manage and monitor the annual revenue and capital budgets, including provision of financial advice,
VAT management, grant claims and completion of statistical returns.

N Maximise income due to the council from local taxes and charges to support the delivery of council
services through the effective and efficient administration, billing, collection and allocation of funds.

N Deliver an efficient asset management strategy which links to council asset requirements within the
available capital and revenue budgets

N Provide strategic property asset management, including the scheduled review of the council’s
approved Corporate Asset Management Strategy, Property Asset Management Plan and Learning
Estate Management Plan. Develop Commercial Property Investment Strategy and other property-
based initiatives, projects and programmes.

N Deliver an effective treasury management strategy in respect of investment rates and borrowing.

N Continue to further develop and upgrade key financial systems with planned major upgrades
planned to e5 general ledger and all associated modules, and also Business Intelligence.

Performance will be monitored in this objective through:

Key Output Key Indicator 2025/26
Performance

FMO091 - Budget Strategy & Planning - [0]0)75
Medium Term Revenue and Compliance with Timescales for Reporting
Capital Budget Planning

FMO002 - Annual General Services Capital Yes
Programme Budget approval within set

deadlines

FMO003 - Annual Revenue Budget Approval  Yes
Within Set Deadlines

FMO14 - Budget Monitoring - Compliance [0[0)74
Budget Monitorin with Timescales for Formal Reporting.
& g FMO096 - Financial ledger and records 100%
maintained in accordance with agreed
policies and procedures

REV 134 Percentage of Non Domestic 95.4%

Monitor Rates (Business Rates) received in the
year.
REVO14 - Business Rates cost per -£24.45% -£20.00
property
REVO16 - Cost of collection for Service £7.28% £8.50
Accounts
REV083 - Outstanding Service Account £541,272 £600,000
Debt over 12 months
SCORP04 - Cost per Dwelling of £4.86* £6.00
Collecting Council Tax
SCORPO7 - Percentage of Income due 96.8%* 96.5%
from Council Tax Received by the End of
the Year
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Treasury Management FMO070 - Treasury Management - 4%

investment rate of return.
FMO097 - Average cost as percentage of 4.16%

servicing loans fund advances in year,
interest & expenses

* The scorecard will report the last recorded performance in the event that any data for 2025/26 are not available for the period or reporting
has been delayed (for example due to external validation processes).

Objective 4

To enable the council to manage risks to its objectives, and promote robust business
continuity arrangement and to effectively manage risk within the service, including
compliance with statutory obligations.

Finance and Property Services will:

4 4d 4 4 4

4 4

Maintain the council’s corporate risk management framework.

Provide risk management and business continuity guidance to services.

Provide advice to council services on managing insurance risks.

Deploy an independent and objective internal audit service which reviews and reports on the
adequacy of controls in relation to the council's key risks.

Deploy a professional counter fraud service which raises awareness of fraud risks and which
investigates allegations of fraud committed against the council.

Maintain an effective health and safety management system within the service.

Manage statutory compliance for the council’s operational properties ensuring that these are safe and
usable.

Prepare final accounts and statutory returns in compliance with regulatory requirements and within
required deadlines and secure an unqualified audit certificate.

Performance will be monitored in this objective through:

Key Output Key Indicator 2025/26

The council

Performance
IA020 Percentage of customers who rated the overall
quality of risk management services as good or
excellent

IA02| Percentage of risks subject to an annual
manages risks documented risk assessment in Ideagen

effectively IA025 Percentage of WLCI activities with an up-to-

date business continuity plan

FMO067 - Main insurable covers in place by renewal date,
additional covers instructed within two working days
PS803 Percentage of Properties with a Five Yearly Fire
Safety Risk Assessment (FSRA) updated within required
timescales
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Key Output Key Indicator 2025/26

Performance

Effective internal IA007 Percentage of customers who rated the overall [00)73
quality of the service provided by internal audit as good

or excellent

IAO 14 Percentage of audits in the annual audit plan

completed for the year

IA037 Percentage of customers who rated the overall

quality of the service provided by counter fraud as good

or excellent

audit and counter
fraud functions

Council premises PS800_9b Number of notifiable Health and Safety
incidents relating to property asset performance failure
PS640_7b.6 Number of Legionella incidents/outbreaks
within the Operational Property Portfolio

PS813_9b Number of Recorded Asbestos Incidents

are safe and
useable

Audited accounts FMO006_9b.Ia Final Accounts - Unqualified Audit

are unqualified and Certificate and Reporting Within Agreed Deadlines.

approved within

agreed deadlines
* The scorecard will report the last recorded performance in the event that any data for 2025/26 are not available for the period or
reporting has been delayed (for example due to external validation processes).
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5. Delivering Our Services

Finance and Property Services always aims to provide the highest possible quality of
service to our customers. We have used the principles of Connect — Empower — Deliver
to develop clear commitments to our customers about the way we will work with them

and for them:

Connect

We will be connected to the business of the council and the services
we support by working collaboratively with our colleagues and our
customers

We will tailor our services to provide effective support and advice for
our customers

We will build productive relationships with our customers through
regular two-way engagement

We will communicate with clarity, providing concise information to
our customers in a way that they will understand

Empower

We will empower our customers by offering self-service solutions

We will encourage teamwork and collaborative working across all of
Finance and Property Services to add value for our customers

We will empower our people and customers to make the right
decisions by providing them with information to help them identify
and manage opportunities and risks

We will seek feedback from our customers and adapt service delivery
where appropriate

Deliver

We will continue to prioritise the delivery of services that meet the
needs of our customers

We will strive to continuously improve the quality of our services by
learning from best practice

We will encourage and support our customers and our colleagues to
achieve their goals

We will ensure our employees are equipped to deliver outstanding
customer service
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6. Risk Management

The council aims to mitigate risks to its objectives by implementing robust risk management
procedures which enable managers to effectively manage their risks.

Significant risks to Finance and Property Services’ objectives are set out in the council’s corporate risk
register. These risks are regularly monitored by managers and are reviewed on a monthly basis by the
service management team to ensure that appropriate and effective control measures are in place.

Finance and Property Services has identified and is currently managing 31 risks with the aim to mitigate
these risks. The table below shows the six key risks within the service.

Risk Title

WLCO051 Failure to
deliver annual

revenue budget
2027/28

APS005

Failure to deliver
agreed outcomes of
the West Lothian
Tackling Poverty
Strategy

WLCO048 Failure to
deliver annual

revenue budget
2026/27

Risk Description

Unanticipated external events such as
higher than expected inflation, lower
economic growth, challenging financial
settlements, or social or demographic
changes, or internal factors such as
deficient project management, leading to a
potential increase in demand and delivery
of council services and inability to deliver
the revenue budget 2027/28. Resulting in
unplanned budget savings measures, an
adverse impact on service delivery, and
reputational damage.

Changing economic conditions,
cost-of-living pressures, capacity
constraints or ineffective coordination
with national government or community
planning partners (CPPs), leading to failure
to deliver agreed outcomes of the West
Lothian Tackling Poverty Strategy.
Resulting in continued financial and social
hardship for children and families and
reduced contribution to national child
poverty targets. It could also result in
potential loss of essential funding,
increased scrutiny, negative impacts on
service delivery, greater demand on other
council services such as social work, and
potential reputational damage to the
council.

Unanticipated external events such as
higher-than-expected inflation, lower
economic growth, challenging financial
settlements, or social or demographic
changes, or internal factors such as
deficient project management, leading to a
potential increase in demand and delivery
of council services and inability to deliver

Current
Risk
Score

Traffic Light
Icon

A
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Risk Title

WLCO023 West
Lothian Leisure -
failure to deliver
financial plan with a
resultant financial
impact on the
council

WLCO020 Failure to
prevent and detect
fraud or theft

FP004 Failure to
effectively maintain
property assets

Risk Description

the revenue budget 2026/27. Resulting in
unplanned budget savings measures, an
adverse impact on service delivery, and
reputational damage.

Failure by West Lothian Leisure (WLL) to
deliver their financial plan and a balanced
annual budget each year could lead to
unplanned WLL service reductions, failure
to deliver key services, and additional
demands on WLC resources. There could
also be a reputational risk to the council.
The ongoing impact of a number of
combined risks in the wider economy,
including continuing high inflation, has
increased financial risk and uncertainty for
future years.

Failures in internal control (e.g. inadequate
procedures, segregation of duties, or
management checks) or fraud

prevention measures (e.g. ineffective fraud
policies, fraud awareness training or
whistleblowing processes) leading to a
failure to prevent or detect fraud or theft
resulting in physical asset losses, financial
losses, potential liability under the “Failure
to Prevent Fraud” offence, and
reputational damage.

Failure to provide sufficient funding, or
effectively manage existing funding,
including monitoring of the capital
programme, leading to an inability to
maintain property assets in a sufficient
condition or suitability in accordance with
the asset management plan.

Current
Risk
Score

Traffic Light
Icon




1. Performance and Transformation- Actions

Finance and Property Services will undertake a number of actions in support of the council’s Corporate Plan, Budget Strategy and other council strategies.
We will focus on actions that will improve the customer experience, increase the efficiency and effectiveness of services and advance or use of technologies
that will increase choice and/or reduce costs.

Key This action should have the following intended impact:

Improve services for

customers
Action Description
Supporting Monitoring and reporting on
services to delivery of approved strategy,
deliver the including approved savings and

approved revenue
budget strategy
to ensure 100%
delivery of agreed
saving targets
Improve
automation and
efficiency of
processes

Delivery of
Electric Vehicle
Infrastructure
Plan
recommendations

ongoing pressures. Working
in partnership with services
and other enabler functions.

Further development and use
of Concerto asset
management software

Implementation of actions
agreed following publication of
the council’s infrastructure
plan for future EV charging
requirements

Improve performance
and/or process efficiency

Planned Outcome

Management of council’s
overall revenue budget

within budget with

resolution of recurring

budget pressures.

Continue to improve
efficiency of processes
within the service and
deliver improved means of
customer/client interaction
which will also support staff
and deliver efficiencies for
internal and external

customers.

Significantly increased
number of EV charge
points, improved availability
and development of

contractor KPI’s

Responsible Officer

Corporate Finance
Manager

Property Service
Manager

Property Services
Manager

Reduce the cost of
delivering our services

Start
2026/2027

April 2026

October
2026

End
2027/2028

2027/2028

March
2028

Increase the use of

technology
Links
Objective I, 3

Obijective |, 3, 4

Objective |, 2
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Action

from proposed
plan

Review of anti-
poverty services
to ensure optimal
service delivery

Retain the
Scottish National
Standards for
Information and
Advice

Refresh the
Tackling Poverty
Strategy 2028 -
2033

Continued roll
out of the

Description

Comprehensive review of
Anti-Poverty Services as part
of wider review of Economic
Development, Regeneration,
and Community Learning to
respond to reduced external
grant funding and to consider
the most effective model of
service delivery built around
customer needs and improving
customer pathways.

Achieve re-accreditation at
type three across all advice
topic areas

Review the current strategy
and implement the new
refreshed West Lothian’s
Tackling Poverty Strategy
ensuring robust governance
and reporting remains in place,
reflecting on the ongoing
consequences of the Cost of
Living and changing yet
challenging landscape of
poverty.

Work with services to offer a
range of volunteering

Planned Outcome Responsible Officer

Delivery of anti-poverty
service represents best
practice following
agreement by Council of
preferred approach.
Service secures sustainable
routes out of poverty, and
delivered coherently within
suite of services across
Council.

Anti-Poverty Services
Manager

Maintain high standards of
advice provision for all
customers who access the
Anti-Poverty Service

Anti-Poverty Services
Manager

An effective Community
Planning Partnership
strategy that will ensure
that the council and
partners work
collaboratively to share
resources and shared
outcomes in mitigating
poverty at a local level.
Identifying themes, trends
and gaps and reporting
these at a local and national
level.

Develop and

Anti-Poverty Service
Manager

promote Anti-Poverty Service

Manager

opportunities for people

21

Start

April 2025

April 2026

2026/27

April 2026

End

March
2027

March
2027

March
2028

March
2028

Links

Obijective 1, 2
Objective 1, 2
Objective 1, 2

Objective 1,2 & 3
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Action

Corporate
Approach to
Volunteering

Improve
automation and
efficiency of
processes

Management of
council assets

Description

opportunities. Working with
council services and partners
to develop and deliver a joined
up and corporate approach to
volunteering.

Fairer Future Partnership
Funding has allowed the Anti-
Poverty Service together with
the Corporate Transformation
Team to scope out an
interactive interface and digital
application for Financial
Benefits and Entitlements
through an apply once portal.

Deliver the scheduled review
and update of the approved
Corporate Asset Management

Planned Outcome

furthest away from

employment to increase

skills and gain accreditation

through volunteering

opportunities created by

the council.

Development of a
prototype ‘Apply Once’
digital solution for all
financial benefits and
entitlements, such as
Housing Benefit, Council
Tax Reduction, and Free
School Meals. Capturing all
relevant details and
evidence prior to
progressing an application,
reduces staff time spent
handling incomplete or
speculative applications as
well as enabling a range of
welfare payments. The
‘Apply Once’ approach
allows significant potential
for further automation to
streamline system
interfaces and remove
manual interventions.
Effective strategy to
manage the council's
property portfolio to meet
current requirements and

Responsible Officer

Anti-Poverty Service
Manager

Property Services
Manager

22

Start

August
2026

April 2026

End

March
2027

March
2027

Links

Objective I, 2, 3 & 4

Objective I, 4
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Action

Preparing and
delivering
effective revenue
financial planning
and budgeting to
deliver corporate
objectives
Preparing and
delivering
effective capital
financial planning
and budgeting to
deliver corporate
objectives

Preparing and
delivering annual
accounts and
statutory financial
reporting
requirements
Development and
upgrade of key
financial
management
systems to ensure
continuity of
financial
information

Description

Strategy and Property Asset
Management Plan

Preparation and delivery of
annual and medium term

revenue budgets and update of

medium term strategies

Preparation and delivery of
annual and medium term

capital budgets and update of

medium term strategies to
support the council’s
corporate asset management
strategy

Preparation of final accounts
and liaison with external
auditor. Completion and
submission of all external
returns and grant claims.

Upgrade of e5 general ledger

and all associated e5 modules.

Planned Outcome

budgets while ensuring that
the portfolio can continue
to meet customer needs.
Annual approval of updated
revenue plans that deliver
balanced budget positions
over the five year period to
2027/28.

Annual approval of updated
capital plans that deliver
balanced budget positions

Completion of all statutory
reporting obligations and
securing unqualified audit
certificate

Required upgrades
completed, with continuity
of essential financial
information and reporting
and enhanced functionality
resulting

Responsible Officer

Corporate Finance
Manager

Corporate Finance
Manager

Corporate Finance
Manager

Corporate Finance
Manager
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Start

April 2026

April 2026

April 2026

April 2026

End

March
2027

March
2027

March
2027

March
2027

Links

Objective I, 3

Objective 3

Objective 3, 4

Objective I, 3
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Action

Compliance with

Global Internal
Audit Standards
(GIAS)

Development of

Internal Audit,

Risk and Counter
Fraud processes.

Counter Fraud
Strategy

Business
Continuity
Management

Managing the
council
commercial
assets

Description

Annual review and compliance
with the Global Internal Audit
Standards (GIAS) as part of
audit planning, testing and
reporting processes.

Develop the use of Al tools
and Power Bl for Audit, Risk
and Counter Fraud purposes

Prepare a Counter Fraud
Strategy to 2027/28 and
present it for approval to the
Audit Committee.

Maintain the council’s
corporate business continuity
portal ensuring that it contains
up to date business continuity
plans for all services.

Deliver Commercial Property
Investment Strategy

Planned Outcome

Enhanced internal audit
effectiveness

Responsible and ethical
adoption of Al tools and
Power Bl to improve the
use of data and enhance
service delivery.

Enhanced counter fraud
effectiveness

Effective business
continuity arrangements.

Create an investment
strategy for the council’s
economic development

portfolio to ensure that the

properties within this
portfolio continue to meet
the needs of small
businesses and deliver vital
income for the council.

Responsible Officer

Audit, Risk and
Counter Fraud
Manager

Audit, Risk and
Counter Fraud
Manager

Audit, Risk and
Counter Fraud
Manager

Audit, Risk and
Counter Fraud
Manager

Property Services

Manager

24

Start

April 2026

April 2026

February
2026

April 2026

April 2026

End
March
2028

March
2028

June 2026

March
2028

April 2028

Links

Objective 1, 4
Obijective |, 4
Objective 1, 4
Objective 4
Objective 1, 2, 4
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Action

Managing the

councils learning

estate

Support housing

capital
programme

Stoneyburn
Community
Centre
replacement

Managing the
council’s
response to
Climate
emergency

Collaborative
Council Tax
collection

Increase Council

Tax Income

Description

Delivery of the programme to
replace Riverside and Letham
Primary Schools with a
modern fit for purpose
learning campus.

Provide specialist asbestos
advice and support to
underpin the accelerated
capital investment plans for
the housing portfolio
Delivery of a modern
community hub facility to
replace the existing centre
which was compromised by
RAAC

To review climate change
strategy and update targets
and actions required to
achieve the councils NET
Zero objectives and align with
Scottish Government climate
change plan.

Develop collaborative
processes and procedures
with Advice Shop and CAB
West Lothian

Implement and participate in
the national Council Tax debt
and HMRC data sharing pilot

Planned Outcome

Construction and
mobilisation of the new
Craigshill Primary School

Support the programme to
meet the new deadlines for
delivery of investment

Construction and
mobilisation of the new
facility which is designed to
meet identified community
needs

Updated and refreshed
climate change strategy

Collaborative processes
and procedures are agreed
and set out in a “trusted
friends agreement” where
vulnerable debtors are
identified and provided
with appropriate support
to assist them in dealing
with their debt.

Council Tax income is
maximised from those that
can pay and vulnerable

Responsible Officer

Property Services
Manager

Property Services
Manager

Property Services
Manager

Property Service
Manager

Revenues Manager

Revenues Manager
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Start
April 2026

April 2026

April 2026

April 2026

April 2026

April 2026

End

August
2027

March
2028

March
2028

March
2027

March
2027

March
2028

Links
Objective I, 4
Objective I, 4
Objective |, 2
Objective I, 4
Objective 2
Objective 2,3
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Action

Description

under the Digital Economy
Act to recover outstanding
Council Tax debt.

Planned Outcome

debtors are identified and
signposted to appropriate
support services to assist
them in dealing with their
debt.

Responsible Officer

26

Start

End

Links



