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Customer

Inputs Activities 
or 

Processes

Outputs Short-term
Outcomes
1-2 year

Long-term
Outcomes
7-10 years

Mid-term
Outcomes
3-6 years

Monthly
Outcomes

Process: What we do Outcome: The effect outputs have

Initiative: To improve or change a process

Economy, Efficiency & Productivity Measures
Unit Cost, Unit Time, Cost of Rework, Sickness Absence, Units per 

Person, Resource Utilisation, People Results, etc.

Outcome Agreement Measures 
(Effectiveness)

Customer Results, Community Results, 
Key Performance Results

Strategy: How we get the effect we want

Improvement Service
Efficiency & productivity
Measures Outcome Agreement and

Locality Planning Measures



The West Lothian Assessment Model



Score distribution

p 9 Sections

p 27 Sub-criteria

p 139 Questions

p 131 Enabler questions (50% of total score)

p 8 Results questions (50% of total score)



What is the WLAM?

p Evidence based self-assessment model

p Incorporates recognised improvement 
frameworks

p Examines whole service

o how are we doing?

o how do we know?

o where do we need to improve?

p Measures performance



The WLAM - Why?

West Lothian Context

Identifies where services are 
doing well

Highlights areas for improvement

Enables sharing of good practice / 
developing joint solutions

Ensures continuous assessment 
and improvement of services

Involves services using their 
knowledge

Increases staff awareness of 
quality and improvement



Weighted Scores

x 0.8

x 0.9 x 0.6 

x 2.0

x 1.5

x 1.4

x 0.9

x 0.9

x 1.0

x 0.8 x 2.0



What we do

Evaluates the policies, practices & 
processes of your service

5 sections:

1 Leadership

2 Service Planning

3 People Resources

4 Partners & Other Resources

5 Service Processes



Example - Potential Evidence



Scoring - RADAR matrix



What we achieve

Measures the results and overall 
performance of your service

4 sections:

6 Customer Results

7 People Results

8 Community Results

9 Key Performance Results



Example - Results Section



Scoring - RADAR matrix



Customer

Inputs Activities 
or 

Processes

Outputs Short-term
Outcomes
1-2 year

Long-term
Outcomes
7-10 years

Mid-term
Outcomes
3-6 years

Monthly
Outcomes

Process: What we do Outcome: The effect outputs have

Initiative: To improve or change a process

Performance Management - Initiatives





Initiatives completed to schedule



Customer

Inputs Activities 
or 

Processes

Outputs Short-term
Outcomes
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Performance Management - Indicators









The West Lothian Assessment Model



Why Score?

p Assess current position

p Track progress

p Identify best practice

p Benchmark with other services

o Internal

o External



Scoring Framework

p Score of 200 to 300 = showing commitment

p Score of 301 to 400 = strong foundation / areas of good practice

p Score of 401 to 500 = excellence recognition

p Score > 501 and above = Scottish award contender

p Score >700 = European award contender



X 58WLAM profiles

So
ci

al
 P

ol
ic

y 
-E

ld
er

ly

En
vi

ro
nm

en
ta

l H
ea

lth

R
oa

ds
 &

 L
ig

ht
in

g

H
ou

si
ng

X 58

WLAM 
improvement plans

X 58

West Lothian Council West Lothian Partnership

A
nt

i-s
oc

ia
l b

eh
av

io
ur

H
ea

lth
 Im

pr
ov

em
en

t

Em
pl

oy
ab

ili
ty

En
vi

ro
nm

en
t X ?

X ?WLAM profiles

WLAM 
improvement plans

X ?



Enablers (50%) Results (50%)



Questions?


