
APPENDIX 3 

LEGAL, DEMOCRATIC AND CUSTOMER SERVICES SERVIC PLAN FOR 
2018 to 2020 

 
 

1.  INTRODUCTION 
 
1.1 This service plan sets out the service priorities for 2018 to 2020 and the 

context within which the services operate.  

1.2 The service plan supports the objectives of the Moray Community 

Planning Partnership’s Local Outcome Improvement Plan and the 

Moray Council’s Corporate Plan.  The main focus of the service plan is 

on the Council’s priority to work towards a financially stable council that 

provides valuable services to our communities, but the work of the 

service supports the full range of Council activities. 

1.3 The specific actions planned for 2018/20 are set out in Appendix A to 

this report, along with associated timescales. 

 

2.  REVIEW OF THE PAST YEAR 
 
2.1 The services made good progress against the service plan for 2017 

2020 and regular reports have been submitted to Policy and Resources 
Committee.  

 
2.2 Successes from last year’s service plan  have been: 
 

 Preparation for introduction of universal credit. 

 Improved Council tax collection rate. 

 Supporting the election process and new councillor training/induction.  

 Supporting services through budget decisions such as Town Hall CATs 
 
 

2.3 Areas where progress has fallen behind the target set in the service 
plan for 2017/20 are: 

 

 Review of discretionary rates relief policy. 

 Implementation of burial ground software. 

 Achieving transfer to digital for Council tax payments 
 
 
2.4 Targets from 2017/18 not yet met are carried forward into the 2018/20 

service plan. 
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3 SERVICE PLAN OBJECTIVES 
 
3.1 To assist the Council with its  transformation programme and to help 

services deliver the outcomes from the Corporate Plan.  

 
3.2 Most of the services with L&DS don’t directly deliver the outcomes in 

the Council’s 10 year plan. For the Council to deliver these outcomes it 
needs an effective, efficient and responsive central support service.  
For example: 

 

 More revenue from Council tax collection means more resources will be 
available for front line services 

 The more effectively legal risks are controlled, the more likely it is that 
services will achieve their goals within budget 

 Better corporate governance will help involve the public in decisions 
making process 

 The more efficiently we handle statutory processes and interaction with 
the public the more resources will be available for front line services. 
 

The Council’s budget has reduced in recent years and further reductions in its 
annual spend need to be identified.  At the same time organisational change 
and new ways of working are required. Both of these initiatives have put 
pressure on our services resulting in: 
 

 Reduced staff resources/increased workload on existing staff 

 Harder to maintain standards/ increased risk  

 Less development and improvement work 
 

Against this background we have tried to be realistic about what we can 
reasonably achieve within our Service Plan.   
 
So our service plan objectives in Appendix A aim to: 
 

 Concentrate on the quality and efficiency of our services 

 Prioritise projects which directly contribute to the 10 year plan  
 

5 HOW WE DEMONSTRATE CONTINUOUS IMPROVEMENT 

5.1 The Council’s continuous improvement framework will help the service 
to identify where it can be more effective, efficient and responsive.  The 
table in Appendix B details the various management tools which the 
Council has in place to help demonstrate continuous improvement and 
how our service uses them. 

It is intended that the table should:  

 Act as a checklist for the various management tools for future 
 Help identify gaps and standardise practice where appropriate 
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