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SCRUTINY COMMITTEE REPORT

To:  Chair, Ladies and Gentlemen

Performance Report – Legal 2016

1. SUMMARY OF THE REPORT

1.1. In 2013 outcomes were judged as adequate. The process of self-evaluation was very 
new to this service and there were very few existing measures to enable an evaluation 
that properly reflected the service that was being provided, although the level of 
customer satisfaction was high.

1.2. In 2015 outcomes were judged as adequate because the legal department provides 
high quality advice and representation and achieves high levels of customer 
satisfaction; however, there are significant challenges involved in the implementation 
of legislation, particularly the Wellbeing of Future Generations Act and Social Services 
and Wellbeing legislation, and in supporting the Council during times of austerity and 
change.

1.3. Our ambition (as a Council) is to be top performing, sustainable and an authority with a 
good reputation.  By 2017, the legal department's ambition is to continue to achieve 
high levels of success in relationships with client departments and achieving client 
department outcomes in litigation and governance to enhance and promote the 
Council’s reputation and move towards excellence.

2. RECOMMENDATION(S)

2.1. The judgements and evaluations are considered.
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3. INTRODUCTION AND BACKGROUND

National Context
3.1. All local authorities in Wales are required to secure continuous improvement in the 

exercise of their functions by identifying their own priorities for improvement.  This legal 
requirement is set out in the Local Government Measure 2009.  Merthyr Tydfil CBC has 
introduced a system of performance management and service challenge to ensure that 
this improvement is measured and managed appropriately.

3.2. There have been previous evaluations of this service which demonstrate that there is a 
high level of satisfaction with the legal service and high levels of success in measurable 
areas.  However, the nature of the service means that its focus is to ensure 
departments understand and comply with requirements under the terms of new 
legislation.  In particular the legal department will need to support the change in ethos 
required by the Well Being of Future Generations Act and the Social Services and Well 
Being Act.

3.3. There are also significant challenges delivering the Council's change programme.  The 
legal department is extensively involved to ensure that changes are carried out within 
proper schemes of governance, to protect the Council from unnecessary litigation and 
defend it when such litigation arises.

Council Vision
3.4. To strengthen Merthyr Tydfil’s position as the regional centre for the Heads of the 

Valleys, and be a place to be proud of where:

a) People learn and develop skills to fulfil their ambitions
b) People live, work and have a safe healthy and fulfilled life
c) People visit, enjoy and return

Vision for Legal Services 
3.5. To provide expert legal advice and representation that supports decision making and 

service delivery in a cost effective way across the organisation.

Strategy Outcomes
3.6. Departments have a confident relationship with lawyers and know who to approach for 

timely advice and support.

3.7. The legal department provides as full a service as possible at the lowest possible cost 
per head of population and to the Council.

3.8. Departments are robust and secure in their actions knowing that they can rely on sound 
legal advice as part of forming their decisions about whatever action they are taking.



3.9. The Council functions within legal boundaries and does not expose itself to unplanned, 
unmeasured risk.

3.10. The Council, Scrutiny and Standards committees receive sound and proper advice in 
relation to process and governance.

4. WHERE WE WERE

Key Indicators
4.1. At the time of this evaluation there was a very limited capacity for demonstrating the 

functioning of the service to enable proper analysis.  Indicators that were available 
showed high levels of customer satisfaction but data did not reflect performance in any 
meaningful way.

4.2. The cost of the service per head of the population is higher than the Welsh target but 
this is considered to be because of salary levels which reflect the demands placed upon 
the team coupled with an inconsistency in the way in which external legal spend is 
counted across Wales.  The service has consistently remained within budget.

Value 2013/14
Merthyr Tydfil

2013/14
Wales

Customers who consider the service to be good or 
excellent % 96 97

Customers who consider the way in which they 
were kept up-to-date with the progress of their case 
to be either good or excellent

% 98 96

454,824Cost of legal service per 1,000 population £ 7,722.23 58,988 7,552.62

Cost as percentage of Council Budget % N/A
Budget (overspend/underspend) £
Budget (overspend/underspend) %
FOI requests responded to within statutory 
timescales % 99 N/A

FOI requests Count 858
RiPA applications Count 16

5. WHERE WE ARE NOW

Key indicators
5.1. The service currently is meeting the needs of client departments and providing the 

service that client departments require as reflected in survey results. Despite significant 
change within the organisation there has been limited legal challenge as a result of 
robust systems, to which legal has contributed, to ensure that change is carried out 
within a defensible and legitimate framework.



5.2. There continue to be pressures on the service as a result of the very small number of 
staff covering a very wide range of disciplines and there will need to be action to 
address this to ensure future standards are maintained.

5.3. There was an All-Wales benchmarking Group which produced comparative data but 
there were concerns about the veracity of that data and whether it enabled proper 
benchmarking. As a result of WLGA funding cuts that data is no longer produced and so 
the department is working to establish its own means of producing performance 
information that will enable effective scrutiny.

5.4. There has been a significant reduction in the use of Regulation of Investigatory Powers 
applications because the Council no longer has responsibility for benefit fraud 
investigations; however the applications that have been made have been successful.

Value 20
Merthyr Tydfil

20
Wales

Customers who consider the service to be good or 
excellent % 100 N/A

Customers who consider the way in which they were 
kept up-to-date with the progress of their case to be 
either good or excellent

% 100 N/A

Cost of legal service per 1,000 population £ £7615.34

Cost as percentage of Council Budget % N/A
Budget (underspend) £ £2,687
Budget (underspend) % -0.76%
FOI requests responded to within statutory 
timescales % 98% N/A

FOI requests Count 1052
RiPA applications Count 9

6. HOW DID WE GET HERE

Reference to Initiatives
6.1. We have improved the customer satisfaction questionnaire to obtain more usable data

6.2. We have a strategy that sets clear outcomes and targets

6.3. We have used 1 to 1 meetings and team meetings to ensure that all members of the 
team are familiar with our objectives and contribute to meeting targets

Lessons learnt
6.4. We have started from a stand point of having no experience of performance 

management which left us with significant difficulties in evidencing the position of the 



service. We have developed a strategy on a page and performance measures which will 
enable us to measure our success and drive improvement.

6.5. We have refined the customer satisfaction questionnaire to ensure that it provides more 
relevant and useful data rather than just a raw opinion about the service.

7. WHERE WE WANT TO BE

Key indicators
7.1.

Value 2016/17
Merthyr Tydfil

Customers who consider the service to be good or 
excellent % 100

Customers who consider the way in which they were kept 
up-to-date with the progress of their case to be either good 
or excellent

% 100

Cost of legal service per 1,000 population
£ To reduce 
to the Welsh 
level

Cost as percentage of Council Budget %

Budget (overspend/underspend)

£To remain 
within 
properly 
adjusted 
budget

Budget (overspend/underspend) %
FOI requests responded to within statutory timescales % 100
FOI requests Count
RiPA applications Count

8. WHAT WE NEED TO DO NEXT

New 
8.1. We need to maintain a high level of customer satisfaction and to monitor that efficiently
8.2. We need to continue to develop methods of demonstrating and monitoring performance 

as this is a difficulty for the service.
8.3. We need to continue to work with all departments to ensure the proper implementation 

of the new legislation around Wellbeing
8.4. We need to continue to explore collaboration opportunities with neighbouring authorities 

to improve resilience and build excellence



9. THE WELLBEING DUTY

9.1. The Social Services and Wellbeing (SSWB) Act became law in Wales on 01 May 2014. 
The Act changes the way people’s needs are assessed and the way services are 
delivered – people will have more of a say in the care and support they receive. The Act 
also promotes a range of help available within the community to reduce the need for 
formal, planned support. 

9.2. The Wellbeing of Future Generations (WFG) Act became law in Wales on 29 April 2015. 
The Act places a wellbeing duty on public bodies to adopt the sustainable development 
principal (5 ways of working) to secure improvements in the social, economic, 
environmental and cultural wellbeing of Wales

Preparation for the Wellbeing Duty
9.3. Lawyers have received training in respect of both pieces of legislation in order to 

familiarise themselves with the changes that are required. Lawyers will then continue to 
liaise closely with client departments to ensure that their practice is complaint with the 
new duties. Change is required by the whole organisation in its ways of doing business 
and lawyers will assist in highlighting this. Those working closely with services providing 
social care and safeguarding have received specific training and will assist in 
developing new methods of working that are compliant with the new legislation. 
Proceedings in respect of safeguarding are already complaint with the new legislation 
and lawyers have assisted in supporting the transition towards the new ways of working.

GARETH CHAPMAN
CHIEF EXECUTIVE

COUNCILLOR PHIL WILLIAMS
CABINET MEMBER FOR GOVERNANCE 

AND CORPORATE SERVICES

Does the report contain any issues that may 
affect the Council’s Constitution? NO


