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BEST VALUE REVIEW OF SERVICES TO SCHOOLS

1
Summary and Recommendations
1.1 This report sets out details of:

(a) The process for undertaking the best value review of services to schools; 

(b) The findings arising from the review; and,

(c) Proposals for future action to achieve best value in the provision of those services encompassed within the review.

1.2

The review was undertaken at a crucial point in terms of Government policy and in respect of the relationship between the City Council and schools.  Of particular note are:

· Government plans for an increase in the degree of delegation to schools commencing in April 2000

· The Governments Green Paper - ‘Modernising Local Government Finance’ (Sept. 2000) which referred to the need to match funding to the separate responsibilities of the local authorities and schools

· The Department for Education and Employment (now the Department for Education and Skills) policy paper - ‘The role of the Local Education Authority in School Education’ on the role of the modern Local Education Authority, which emphasises that it is not the role of LEA’s to ‘seek to provide directly all education services in their area’

1.3
The Report Format

The main elements of this report are:

i) Corporate context.

ii) The background to the development of the scope and terms of reference for the review.

iii) The national context to the review.

iv) The review process.

v) Application of the 4C’s (Comparison, Consultation, Challenge, Competition).

vi) The identification & assessment of options.

1.4  
General Recommendations

Recommendation 1

THAT a brokerage be established to maintain and enhance an “Open Market” that enables further choice to be available to schools in the procurement of services.  

Within this recommendation it is acknowledged that a Brokerage service will be an additional procurement choice available to schools. This choice will supplement the existing choices of:

· Ceasing the service

· Procuring the service from the in-house provider

· Procuring the service externally

· Undertaking the service themselves


In establishing a brokerage the broker will be required to:
· Provide schools with a series of choices

· Provide these choices in ways that make the market in these services intelligible and available to schools.

· Assist in the capacity development of schools to enable them to make the best use of these choices and to secure Best Value in the provision of services to schools

· Conduct tendering exercises on behalf of schools

· Develop service specifications to reflect the needs of schools

· Enable schools to buy confidently, because quality assurance is built into contracts

· Further develop an annual trade fair with a view to developing schools awareness of suppliers

· Give access to meaningful benchmarking tools and information to schools and the LEA 

· Undertake the monitoring of contracts or ensure that self-monitoring is undertaken effectively by contractors in line with contract conditions.

Recommendation 2

THAT there is further development of the Services to Schools Directory to include all services available to schools from within the Local Authority.

Recommendation 3

THAT there is continuous maintenance and development of the Services to Schools Group (Head teacher Group) with a view to promoting effective communication, developing procurement skills, and raising awareness within schools.

Recommendation 4

THAT there is continuous maintenance and development of the Service Level Agreement Group (Service Manager’s Group) with a view to ensuring that internal services are focussed on school needs, and that there is continuous improvement in service delivery.

Recommendation 5

THAT the service level agreement documentation be reviewed and improved to ensure clarity and consistency of approach.

Recommendation 6 

THAT a sustained mechanism and programme of investment be developed in respect of the services within the review to enable their portfolios to be developed to enable them to compete effectively with other providers.

Recommendation 7

THAT consideration be given to the means by which the central costs borne by the services encompassed within this review and which are passed on to customers through the Service Level Agreements are distributed.

1.5
Service Specific Recommendations
Building cleaning / School Catering

Recommendation 8 

THAT a review be undertaken of the present staffing structures of Building Cleaning, and School Catering to enable a capability to deal satisfactorily with the Attendance Management Policy, sickness and financial monitoring and staffing implications, to include the possibility of establishing a ‘joint facility’

Building Cleaning

Recommendation 9

THAT the City Council continues to be a provider with continuing development of localised specifications and with some improvements being made to the service as detailed in Appendix A.



School Catering



Recommendation 10

THAT the City Council continues to operate as a provider of this 

Service, with some improvements being made to the services as 

detailed in Appendix A.

Grounds Maintenance



Recommendation 11

THAT the City Council continues to operate as a provider of this

Service, with some improvements being made to the services as detailed 

in Appendix A.


Property Services



Recommendation 12

THAT the City Council continues to operate as a provider of this

Service, with some improvements being made to the services as detailed 

in Appendix A.

Governor Services


Recommendation 13

THAT the City Council continues to operate as a provider of this

Service, with some improvements being made to the services as detailed 

in Appendix A.

ICT

Recommendation 14


THAT the review of ICT support to schools be continued as part of the corporate review of ICT encompassed within the review of Corporate Support Services which is currently being undertaken.

BEST VALUE REVIEW: SERVICES TO SCHOOLS

SERVICE IMPROVEMENT PLAN
AREA:
THEMATIC RECOMMENDATIONS

No 
Improvement Area
Recommendation
Actions
Outcomes with success criteria 
Time

scale
Responsible

Officer
Resources

Short Term

R1
Brokerage
That a brokerage be established to maintain and enhance an “open market” that enables further choice to be available to schools in the procurement of services
· Investigate brokerage options

· Tender for brokerage provider 

· Implement brokerage option
A brokerage service is established that meets user requirements
April 2003
Lynn Wright
Existing resources to investigate and tender.  Extra Resource needed to implement brokerage option

Medium Term

R6
Investment
That a sustained mechanism and programme of investment be developed in respect of the services within the review to enable their portfolios to be developed to enable them to compete effectively with other providers
· Report to cabinet
An investment strategy to be developed, approved and implemented
April 2004
Jill Baker

Lynn Wright
Existing resource

R7
Central Costs
That consideration be given to the means by which the central costs borne by the services encompassed within this review and which are passed on to customers through the Service Level Agreements are distributed
· Report to cabinet
A review of central costs and re-charges is undertaken
April 2004
Jill Baker

Lynn Wright
Existing Resource

No 
Improvement Area
Recommendation
Actions
Outcomes with success criteria 
Time

scale
Responsible

Officer
Resources

Ongoing

R3
Services to Schools Group
That there is continuous maintenance and development of the Services to Schools Group (Head teacher Group) with a view to promoting effective communication, developing procurement skills, and raising awareness within schools
· Group to continue to meet on a regular basis
Continued development of the services
Ongoing
Lynn Wright
Existing Resource

R4
Service Level Agreement Group
That there is continuous maintenance and development of the Services Level Agreement Group (Service Manager’s Group) with a view to ensuring that internal services are focussed on school needs, and that there is continuous improvement in service delivery
· Group continues to meet on a regular basis

· Membership of the group is reviewed to ensure all services are represented
Continuous improvement in service delivery achieved
Ongoing
Lynn Wright
Existing Resource

R9
Building Cleaning
THAT the City Council continues to be a provider with continuing development of localised specifications and with some improvements being made to the service as detailed in the Issues Action Plan
Implementation of the Issues Action Plan
Service Improvement Achieved
Ongoing
John Fullerton
See individual service improvement plan

R10
School Catering
THAT the City Council continues to 

operate as a provider of this service, 

with some improvements being made 

to the services as detailed in the 

Issues Action Plan
Implementation of the Issues Action Plan
Service Improvement Achieved
Ongoing
John Fullerton
See individual service improvement plan

R11
Grounds Maintenance
THAT the City Council continues to

operate as a provider of this

Service, with some improvements being

made to the services as detailed in the Issues Action Plan
Implementation of the Issues Action Plan
Service Improvement Achieved
Ongoing
Malcolm Thorpe
See individual service improvement plan

R12
Property Services
THAT the City Council continues to 

operate as a provider of this service, 

with some improvements being 

made to the services as detailed in the Issues Action Plan
Implementation of the Issues Action Plan
Service Improvement Achieved
Ongoing
Kevin Wolstencroft
See individual service improvement plan

No 
Improvement Area
Recommendation
Actions
Outcomes with success criteria 
Time

scale
Responsible

Officer
Resources

R13
Governor Services
THAT the City Council continues to 

operate as a provider of this service, 

with some improvements being 

made to the services as detailed in the Issues Action Plan
Implementation of the Issues Action Plan
Service Improvements Achieved
Ongoing
Liz Whelan
See individual service improvement plan

R14
ICT
THAT the review of ICT support to schools be continued as part of the corporate review of ICT encompassed within the review of Corporate Support Services which is currently being undertaken.
Liaison with the corporate IT group to be established
Outcomes of Corporate Support Services review implemented
Ongoing
L Wright
Existing

Achieved

R2
School’s Directory
That there is further development of the Services to School Directory to include all services available to schools from within the LEA
· All services to correct entries

· Directory to be published

· Directory to be distributed


Directory updates and distributed
Achieved
Lynn Wright
Existing

R5
SLA Documents
That the service level agreement documentation be reviewed and improved to ensure clarity and consistency of approach
· SLA documents reviewed

· Documentation reformatted


SLA Documentation standardised 
Achieved
Lynn Wright
Existing

R8
Staffing Structures
THAT a review be undertaken of the present staffing structures of Building Cleaning, and School Catering to enable a capability to deal satisfactorily with the Attendance Management Policy, sickness and financial monitoring and staffing implications, to include the possibility of establishing a ‘joint facility
· Review undertaken

· New staffing structure implemented

· Attendance management policy implemented

· Management Information Software installed
Economies of scale achieved

Attendance management policy implemented and achieved a reduction in sickness levels is achieved

Establishment of a separate relief care-taking service
Achieved

Achieved

Achieved
John Fullerton
Existing

BEST VALUE REVIEW: SERVICES TO SCHOOLS

SERVICE IMPROVEMENT PLAN

SERVICE AREA:
 GENERAL SERVICE IMPROVEMENT AREAS

Ref No
Improvement Area
Action
Actions required
Outcomes with success criteria 
Time

scale
Responsible Officer
Resources

Short Term

A3
Service Standards
Develop clear service standards so users can be sure of what to expect from the service by


· Consult with service users

· Draft service standards

· Establish a monitoring and reporting procedure

· Publish service standards
Service standards documented
April 2003
All Service Manager
Existing

A4
Performance Indicators
Develop meaningful performance indicators for each service so that performance can be consistently measured, monitored and compared with other authorities
· Identify performance indicators

· Set realistic improvement targets

· Devise a monitoring and reporting procedure
Performance indicators documented for each service, reviewed annually, and results published
April 2003
All Service Managers
Existing

Medium Term

A8
Procurement
Help schools to become mature and confident purchasers
· Procurement strategy and policy to be issued to schools

· Training to be provided as appropriate
Procurement is in line with council policy and schools are confident they are receiving Best Value
Next SLA
SLA Group

Purchasing
Existing 

Ongoing

A5
Consultation
Implement planned and co-ordinated consultation, developing and using a variety of means and methods, and involving all stakeholders.
· Develop protocols for consulting with schools

· Devise a consultation schedule/plan

· Devise a variety of consultation methods/toolkit
Meaningful consultation which drives improvements for the all stakeholders
Ongoing
Best Value Team

Marketing

SLA Group
Existing

A6
Benchmarking
Services to take an active role in developing benchmarking with external providers and other authorities to secure meaningful information
· Each service to contact authorities or relevant benchmarking groups.
Comparisons with other authorities can be made
Ongoing
All Service Managers
Existing

A7
Process Improvement
Each service to critically examine processes and identify alternative ways of doing things to secure continuous improvement
· Examine key processes by applying process mapping techniques

· Amend processes to secure improvements as necessary
Continuous service improvement evidence from services and feedback from stakeholders
Ongoing
All Service Managers
Existing

Ref No
Improvement Area
Action
Actions required
Outcomes with success criteria 
Time

scale
Responsible Officer
Resources

Achieved

A1
Service Level Agreements
Bring SLAs into line to follow both financial and schools years.
· Review and revise all SLAs

· Issue new SLAs in revised format
SLAs follow same format and period
Achieved
SLA Group
Existing

A2
Pricing and charges
Establish clear pricing / charging mechanisms, within SLA to ensure clarity and certainty around value for money.
· Set out charging/pricing in an easily understood format
Prices and standards documented in SLA
Achieved
SLA Group

Marketing
Existing

BEST VALUE REVIEW: SERVICES TO SCHOOLS

SERVICE IMPROVEMENT PLAN

SERVICE AREA:  GOVERNOR SERVICES
Ref No
Improvement Area
Action
Actions Required
Outcomes with success criteria 
Time

scale
Responsible Officer
Resources

Short Term

A9
Roles
Strategically review the roles of Minute Officer, Clerk, and Link Officer to establish/re-affirm the necessity for the role and clarify to all stakeholders and implementing any action from the review.
LINK OFFICERS (LO)

· Produce a report that:

-  establishes if the LO role is still necessary

-  considers how else the role could be provided

-  establishes whether to combine the LO and minute officer role

· recommends whether the LO role is written in to Officers job descriptions

· recommends whether the service should continue to be free

· Set performance indicators for Link Officers

MINUTE OFFICERS

· Instigate practice sessions for new minute officers to practice taking minutes 

· Explore the feasibility of writing the minute officer role into the job descriptions of staff

· Conduct a recruitment drive to increase the number of minute officers
Redefined roles with performance measures

Practice sessions in place

Decision

An increase in the number of minute officers
April 2003

April 2003


Governor Services Officer

Governor Services Officer
Existing 

Extra resource

Existing



A10
Marketing Strategy
Devise a marketing strategy to promote the services offered and improve the profile of Governor Services 


· Research Market

· Write marketing strategy

· Implement Marketing strategy
Marketing strategy devised and implemented.

Take up / non take up trends identified


August 2003
Service Manager

Marketing Team
Existing

Ref No
Improvement Area
Action
Actions Required
Outcomes with success criteria 
Time

scale
Responsible Officer
Resources

A11
Consultation
Devise a consultation strategy to formally consult with and elicit feedback from stakeholders to ensure that services are appropriate to individual school needs and are of the required quality standard and so that non-take up can be examined, monitored and addressed.


· Write consultation strategy

· Decide consultation methods

· Produce a consultation schedule/plan

· Implement the consultation plan
Strategy in place and consultations taking place, the results of which show satisfaction with quality.
April 2003
Service Manager

Best Value Team

SLA Group

Marketing Team
Existing

A12
Performance Indicators
Develop meaningful and customer focused performance indicators to monitor the performance of the service, and provide a foundation for continuous improvement
· Review and reset performance indicators for statutory functions and key service objectives


Comprehensive customer focused performance indicators set


April 2003


Service Manager

Best Value Team
Existing

A18
Training
Develop a strategic and structured approach to training provision to reduce course cancellations and ensure the required training takes place when needed and to the required, and make best use of resources to ensure value for money: 


· Conduct research with non-users of the training SLA to identify why the take up of training has fallen despite it being highly rated

· Apply authority procurement practices to eternal contracts

· Establish internal SLA agreements with LEA contributors to ensure contributors are available and committed

· Review and devise new quality standards for training and implement monitoring and evaluation systems

· Review whether the EDP audit tool to conduct TNA has been effective

· Conduct a training needs analysis and formulate a prioritised training plan to ensure that needs are prioritised

· Devise a marketing strategy to ensure courses are full and prevent cancellations

· Devise an equalities checklist
· Consultation undertaken and reasons for non take up established

· Correct procurement procedures applied

· SLA agreements in place

· Performance standards for are devised, implemented and monitored. 

· TNA and training plan produced prior to SLA 

· Prioritised training plan produced

· Reduction in the number of training courses cancelled

· Equality of access to training venues checklist devised and implemented
April 2003

April 2003

April 2003

April 2004

Achieved
Service Manager
Existing

Ref No
Improvement Area
Action
Actions Required
Outcomes with success criteria 
Time

scale
Responsible Officer
Resources

A20
Pricing Structures
Develop a transparent pricing structure that reflects the true costs of the service
· Establish unit costs


SLAs contain transparent and true unit costs
August 2003
Service Manager

Finance Officer
Existing

A23
Governor Training
Provide appropriate Governor training.
· Offer training to governing bodies to help them to work effectively together
Take up of training and feedback from stakeholders.
Nov 2003
Service Manager


Medium Term

A17
Extra Provision
Research the potential demand for extra provision of the clerking and minuting service over and above the SLAs 
· Consult with schools whether they require extra provision

· Establish the extent of any extra provision required

· Devise a strategy to deal with extra provision
Research completed, and if appropriate a strategy put in place to deal with any extra demand. 
August 2004
Service Manager
Existing

A24
Ethnic minority governors
Increase the number of LEA and ethnic minority governors


· Write Strategy to increase both ethnic minority and LEA Governors

· Devise and launch a recruitment campaign
A reduction in the number of LEA Governor vacancies 

Number of ethnic minority governors is representative of the local population of Salford
Oct 2004
Service Manager

Marketing

Personnel
Existing

Ongoing

A13
Joint Working
Continue to develop joint working and partnerships with the private sector, the diocese, and other authorities to improve the service to schools and ensure Best Value.
· Attend all relevant meetings as an active member
Effective partnerships and joint working in place

Satisfaction and feedback form stakeholders
Ongoing
Service Manager
Existing

A14
Staffing
Review the roles and staffing structure within Governor Services, in particular the dual role of the Training Officer and Officer Manager, to ensure that there are sufficient skilled staff to deliver the service, deal with new demands and develop the service.
· Carry out a review of the roles and responsibilities of staff

· Review the number of staff

· Identify training needs and implement a training programme if necessary
A clear staffing structure with assigned roles and responsibilities

Correct number of staff in post 

A staff development programme in place.

Performance Indicators being met
Ongoing


Service Manager 
Existing and possibly additional money needed to address training needs

Ref No
Improvement Area
Action
Actions Required
Outcomes with success criteria 
Time

scale
Responsible Officer
Resources

A16
IT Development
Continue to work on developing the service by utilising IT developments to improve service delivery by streamlining processes and improving the way information is disseminated to and collected from schools.
· Convert processes to e methods where appropriate

· Procurement of new hardware


A reduction in the length of time taken to distribute and receive documents achieved

A steady increase in the transfer of work to e-based methods
Ongoing


Service Manager
Additional resource required 

A19
Processes
Process map tasks to improve efficiency and effectiveness by introducing measures to streamline processes where possible.
· Process map processes

· Implement new processes where appropriate
Mapping completed

Written procedures in place

Streamlined systems and processes
 Ongoing


Service Manager 

B V Team 
From the corporate process review team

A21
Benchmarking
Need to develop comparative data /benchmarking processes


· Devise performance indicators for the service

· Liase with neighbouring authorities to establish benchmarking activity
Meaningful comparative data and benchmarking data available that Schools and governing bodies find useful and help governor services team to continually improve
On-going
Service Manager
Existing

Achieved

A15
Sickness Levels
Continue to monitor sickness levels to identify tends and reduce to an acceptable level

Staff sickness reduced
Achieved
Governor Services Officer 


A22
Information
Review how information is provided to Governors.



-Governors aware of information available 

-Glossary of terms developed

-Information updates included in clerking role

-Newsletter reviewed and replaced with bought in publication
Achieved

Achieved

Achieved

Achieved
Governor Services Officer




A25
Link Officer Briefings
Hold Link Officer briefing during term time and make them more interactive

Positive feedback from Link Officers and evidence of term time schedule
Achieved
Governor Services Officer


PERFORMANCE IMPROVEMENT TARGETS: Governor Services

Indicator
Base Year
2002/03
2003/04
2004/05
2005/06
2006/7

LEA Governor vacancies
10.2%
8%
7
6%
5%
5%

Attendance at training courses
395
350
350
350
350
800

Training courses cancelled
19
15
11
7
4
2

BEST VALUE REVIEW: SERVICES TO SCHOOLS

SERVICE IMPROVEMENT PLAN
SERVICE AREA: SCHool Catering Service

Ref No
Improvement

Area
Action
Actions Required
Outcomes with success criteria 
Time

scale
Responsible

Officer
Resource

Short Term

A26
Internal audit issues
Address the issues raised by internal Audit
· All individual issues to be addressed
Issues addressed to Audits standards
Dec 2002
Service Manager
Existing

A27
Consultation
A strategic approach to consultation, on a site-specific basis, be developed, and which uses innovative and appropriate methods for each stakeholder group and provides a mechanism for service improvement and feedback to stakeholders.
· Devise a consultation strategy

· Formulate a consultation plan

· Undertake consultation at least annually
Consultation with stakeholders takes place at least annually


April 2003
Service Manager

SLA Group

Marketing Team

BV Team
Existing

A30
Feedback to Schools
Develop a mechanism to feedback on the performance of the School Catering Service to schools and staff
· Devise a communication strategy

· Implement strategy

· Evaluate effectiveness of strategy

· Amend strategy as appropriate
Schools and Staff receive feedback


August 2003


Service Manager
Existing 

A33
Roles and responsibilities
Review and define the roles and responsibilities around kitchen premises so that all stakeholders are clear. 
· Carry out a review of the roles of staff

· Document roles and responsibilities

· Communicate roles to all involved 
Documented roles and responsibilities exist. 


June 2003


Service Manager
Existing 

A34
Smart Cards
Investigate the introduction of Smart cards to increase take-up, minimise the stigma of free school meals, give greater choice and flexibility
· Research products available

· Obtain feedback form authorities who have already introduced the technology

· Produce a costed business development option report for submission to scrutiny and cabinet
Report produced and decision made
Jan 2003
Service Manager
Possibly extra costs incurred in research visits etc

A39
Performance Indicators
Review Performance Indicators to ensure that they are meaningful
· Consider whether the current performance indicators are appropriate

· Revise performance indicators if necessary 
Performance indicators revised and reset as appropriate
April 2003
Service Manager
Existing

Ref No
Improvement

Area
Action
Actions Required
Outcomes with success criteria 
Time

scale
Responsible

Officer
Resource

A40
Investment
Secure investment in the service to enable refurbishment of dining areas.
· Produce a report for cabinet that indicates the extent and cost of refurbishing the dining areas in schools
Report on investment submitted to scrutiny/cabinet and a decision on investment obtained
Feb 2003
Service Manager
Existing

A41
Service Delivery Options
Investigate other service delivery options – cash sales, sales to packed lunch children, and options to reduce queuing in dining rooms e.g. staggered lunch times, multi service points
· Produce a costed report that details all of the alternative service delivery options

· Consult with service users on the options

· Submit proposals to scrutiny/cabinet for approval
An increase in turnover achieved and all children served within PI timescales with choices still available at the end of the period
Jan 2003
Service Manager
Existing 

Medium Term

A28
Service Take up
Investigate reasons why children do not take up the service. 
· Undertake further consultation with children to identify why they do not take up the service
Appropriate strategies implemented which achieve an increase take up 
Next SLA
Service Manager
Existing

A35
Branding and Image
Review branding and image of service
· Consult with services users and staff to obtain feedback on the image

· Work with marketing to consider developing a new brand/image
Decision on branding/image made
April 2003
Marketing Team

Service Manager
Additional resource   will be required 

Ongoing

A38
Processes
Process map systems to streamline where possible and convert to e-based systems where possible 


· Carry out functional analysis

· Undertake process mapping

· Devise new processes where appropriate

· Consider the use of e methods for all processes
Process mapping completed, processes improved and e-systems in place


On-going
Service Manager

ICT Development
Central process review team

Achieved

A29
Management Information
Develop the appropriate software systems and secure the resource needed to enable data from each site to be analysed.

Analysis takes place and leads to service improvements
Achieved
Service Manager


A31
Absence monitoring
Improve sickness absence monitoring and address recruitment and retention issues.

A reduction in sickness levels

Turnover rates reduced
Achieved

Achieved
Service Manager


A32
Quality systems
Devise quality systems to ensure that quality standards for cooks and catering teams are in place and staff training takes place at the appropriate time.



Formalised training procedures in place

Length of time waiting to access a course reduced

Achievement of IIP award
Achieved

Achieved

Achieved
Service Manager




Ref No
Improvement

Area
Action
Actions Required
Outcomes with success criteria 
Time

scale
Responsible

Officer
Resource

A36
Organisational Restructure
Restructure the catering and cleaning service to achieve economies of scale

Economies of scale achieved
Achieved
Service Manager


A37

Establish protocols on staff cover and standards of performance in lie with corporate policies.


Documented protocols
Achieved
Service Manager


PERFORMANCE IMPROVEMENT TARGETS: School Catering Service

Indicator
Base Year
2002/03
2003/04
2004/05
2005/06
2006/7

Head teacher satisfaction on a scale of 0 poor to 4 excellent
3.1
3.2
3.3
3.4
3.5
3.6

Staff Sickness absence rate
6.43
6.25
6.00
5.75
5.5
5.25

Staff Turnover %
7.3
7.00
6.75
6.50
6.25
6.00

Total take up (as % of pupils on the roll)
56
58
60
62
64
66

BEST VALUE REVIEW: SERVICES TO SCHOOLS

SERVICE IMPROVEMENT PLAN
SERVICE AREA: Building Cleaning Service

Ref No
Ref No
Improvement Area
Action
Actions Required
Outcomes with success criteria 
Timescale
Responsible Officer
Resources

Short Term

A42
Consultation
Devise and implement a structured and planned consultation strategy.  


· Devise a consultation strategy

· Formulate a consultation strategy

· Implement the strategy and plan 
Consultation takes place at least annually on a site-specific basis, using innovative and appropriate methods for each stakeholder group
April 2003
Service Manager

SLA Group

Marketing

BV Team
Existing

A43
SLA
Package customised, well documented, clear and transparent SLA contracts for individual schools to accommodate specific needs.
· Research the format of other SLAs

· Review whether the SLAs are clear and transparent

· Consult with schools to obtain specific views

· Reformat the SLAs

· Elicit feedback on the new SLA format 
Positive feedback from purchasers
April 2003
Service Manager

SLA Group
Existing

A44
Marketing
Implement a marketing strategy in conjunction with other services to schools


· Devise a marketing strategy

· Implement the strategy

· Review the effectiveness of the strategy
Retention of buyback rates and / or increase in take up
April 2003
Service Manager

SLA Group

Marketing Team
Additional funding required

Ongoing

A45
Staff Consultation
Deal with all of the issues raised through the staff consultation


· Deal with each of the issues, involving staff in the process
Positive feedback form staff and stakeholders on each of the issues


On-going
Service Manager
Existing

A46
Benchmarking
Continue to work with the ABCD group to develop comparable Performance Indicators


· Continue to attend ABCD meetings

· Establish areas where performance indicators need to be set

· Agree performance indicators with other partners in the group
Comparable Performance Indicators produced
Ongoing
Service Manager
Existing

Ref No
Ref No
Improvement Area
Action
Actions Required
Outcomes with success criteria 
Timescale
Responsible Officer
Resources

Achieved

A47
Performance Indicators
Develop local Performance indicators to help to manage the service 



Performance indicators implemented


Achieved


Service Manager




A48
Sickness absence
Reduce the amount of staff sickness by monitoring and improve recruitment and retention of staff

Electronic system implemented and sickness absence levels significantly reduced

Turnover of staff reduced
Achieved

Achieved
Service Manager


A49
Organisational

Restructure
Restructure the catering and cleaning service to achieve economies of scale

Economies of scale achieved
Achieved
Service Manager


PERFORMANCE IMPROVEMENT TARGETS: School Building Cleaning

Indicator
Base Year
2002/03
2003/04
2004/05
2005/06
2006/7

Level of staff sickness absence (%) 
6.4
6.2
6
5.8
5.6
5.4

Level of staff Turnover (%)
7
6.75
6.5
6.25
6
5.75

BEST VALUE REVIEW: SERVICES TO SCHOOLS

SERVICE IMPROVEMENT PLAN

SERVICE AREA: RELIEF CARETAKING SERVICES

Ref No
Improvement Area
Actions
Actions Required
Outcomes with success criteria 
Timescales
Responsibility
Resources

Short Term

A50
Costings
Review the break-even figure and costings to establish whether the SLAs reflect true and transparent costs


· Establish unit costs which reflect the true cost of the service 
Revised costs included in next SLA contract
August 2003
Service Manager

Finance Officer
Existing

A51
Consultation
Need to formally consult with relief caretakers.


· Devise a consultation strategy

· Formulate a consultation plan

· Implement strategy and plan
Annual formal consultation taking place
April 2003


Service Manager

BV Team
Existing

A52
Performance Measures
Need to develop meaningful performance measures.
· Determine the priority performance areas of the service

· Set performance indicators
A set of meaningful performance indicators documented
April 2003
Service Manager

BV Team
Existing

A54
Employment Issues
Address, through Personnel, employment issues around relief caretakers undertaking the duties of higher graded staff.
· Obtain guidance on “acting up” policy from personnel

· Review current working practices against policy

· Revise working practices as appropriate
Application of correct employment procedures to ensure compliance with legislation and locally agreed issues.
Dec 2002
Service Manager

Personnel
Existing

A56
Partnership working
Investigate partnership working with other care taking teams within the authority
· Contact local neighbours to discuss possible partnering

· Produce a report with options
Rigorous investigation at a strategic level
March 2003
Service Manager
Existing

Medium Term

A53
SLA
Need to ensure that the SLAs are flexible enough to meet the needs of the schools
· Consult with schools on satisfaction with flexibility of SLAs

· Amend to SLAs as appropriate
Evidence from schools that the SLA meets their needs
August 2004
Service Manager

SLA Group
Existing

A55
Non take up of SLA
Investigate the reasons for non-take up of the SLA


· Consult with service users to uncover reasons for non take-up

· Produce an action plan to secure improvement
Take-up increased
April 2004


Service Manager

BV Team
Existing

Ref No
Improvement Area
Actions
Actions Required
Outcomes with success criteria 
Timescales
Responsibility
Resources

Achieved

A57
Protocols
Develop and issue a protocol for schools that do not buy into the service and then later in the year want to buy hours.

Protocol published and adhered to 
Achieved
Service Manager


PERFORMANCE IMPROVEMENT TARGETS: Relief Care taking Service 

Indicator
Base Year
2002/03
2003/04
2004/05
2005/06
2006/7

% of service requests met
100%
100%
100%
100%
100%
100%

BEST VALUE REVIEW: SERVICES TO SCHOOLS

SERVICE IMPROVEMENT PLAN

SERVICE AREA:  PROPERTY SERVICES

Ref No
Improvement Area
Action
Actions Required
Outcomes with success criteria 
Timescales
Responsibility


Short Term

A60
Contracts
Review how contracts are packaged to ensure that they are suitable for the customers needs
· Obtain feedback form customers on the contract/SLA

· Amend contracts if appropriate

· Evaluate success of new contracts
Positive Feedback from Schools and increased take-up of SLA
April 2003
SLA Group

Marketing
Existing

A61
Consultation
Further develop consultation to ensure that the service meets the needs of schools and that service improvements are made
· Consultation strategy devised

· Consultation plan formulated

· Strategy and plan implemented

· Consultation activity takes place
Consultation strategy implemented 
April 2003
Service Manager

Marketing Team

SLA Group
Existing

A62
Performance Indicators
Develop new meaningful outcome focussed performance indicators 
· Review current PIS for appropriateness

· Devise new and meaningful PIs

· Develop data management systems to manage data collection
An increase in outcome focused performance indicators
April 2003
Service Manager
Existing

Ongoing

A58
Asset Management/Rethinking Construction
Deal with the issues arising out of the Asset Management Plan and the Re-thinking Construction report
· Take appropriate action to deal with the issues arising out of the plan and report
Issues dealt with
On-going
Service Manager
Existing

Achieved

A59
Guidance to Schools
Review and evaluate the effectiveness of guidance to schools and revise as appropriate to aid clarity and understanding

Satisfied user feedback 
Achieved
Service Manager


A63
Service Improvements
Address the It service improvements identified by staff

- New IT, software installed

- Training scheduled
Achieved

Achieved
Service Manager


A64
Team Meetings
Re-establish regular team meetings

Regular staff meetings re-instated
Achieved
Service Manager


A65
Equipment
Ensure that all staff have the necessary equipment to carry out tasks

Audit of equipment required and purchase of required equipment as appropriate
Achieved
Service Manager


PERFORMANCE IMPROVEMENT TARGETS: Property Services

Indicator
Base Year
2002/03
2003/04
2004/05
2005/06
2006/7

5 of projects which started on site as per agreed programme
100%
100%
100%
100%
100%
100%

% of agreed final accounts which vary from the tender sum by less than 5%
100%
100%
100%
100%
100%
100%

% of urgent repair dealt with on the same working day if received by 2.00pm or the next working day if received after 2.00pm for building services
100%
100%
100%
100%
100%
100%

% of urgent repair requests dealt with on the same working day if received by 2.00pm or the next working day if received after 2.00pm for service repairs
100%
100%
100%
100%
100%
100%

% of urgent repair requests processed within 10 working days for building services
100%
100%
100%
100%
100%
100%

% of urgent repair requests processed within 10 working days for service repairs
100%
100%
100%
100%
100%
100%

Number of written customer complaints received
Nil
Nil
Nil
Nil
Nil
Nil

BEST VALUE REVIEW: SERVICES TO SCHOOLS

SERVICE IMPROVEMENT PLAN

SERVICES AREA: GROUNDS MAINTENANCE

Ref No
Improvement Area
Action
Actions Required
Outcomes with success criteria 
Time

scale
Responsible Manager
Resources

Short Term

A67
Consultation
Undertake further consultation to uncover why schools are dissatisfied and implement a strategy to increase satisfaction
· Devise a consultation strategy

· Formulate plan of consultation activity

· Implement measures to increase satisfaction
An increase in satisfaction with the service achieved.
June 2003
Service Manager

SLA Group

Marketing Team
Existing

A68
Costings
Produce transparent costings
· Produce unit costs 
Costings are transparent to users
March 2003
Service Manager
Existing

A69
Customer Communications
Improve communications with customers and drive up the level of customer service provided
· Devise a customer communication strategy

· Devise and implement a communication system
A communication strategy and system is in place to deal with day to day issues and complaints 
March 2003
Service Manager
Existing

A71
Performance Indicators
Develop customer focused performance indicators
· Review current performance indicators for appropriateness

· Devise new performance indicators as appropriate

· Devise information management systems to capture Performance indicator information
Performance indicators developed and baseline information gathered
March 2003
Service Manager
Existing

Medium Term

A66
SLA
Clarify, and where necessary re-package SLAs and work programmes with schools to ensure that they fully understand
· Communicate the SLA to schools

· Implement mechanisms to enable users to clarify SLA issues
Schools have a greater understanding of what is included in SLA
Next SLA
Service Manager
Existing

Ref No
Improvement Area
Action
Actions Required
Outcomes with success criteria 
Time

scale
Responsible Manager
Resources

Ongoing

A72
Works and Procedures
Review the co-ordination of works and procedures to ensure a joined up service and that customers are fully aware of work completed
· Carry out a complete review of the systems and organisation of the work

· Implement new procedures

· Seek feedback from users on changes
Revised procedures in place and positive customer feedback.
On-going and as part of the BVR of the service due to start
Service Manager
Existing

A73
School Specific Team
Consider the feasibility of a schools specific Grounds Maintenance Team to improve the service
· As above
Report with recommendations produced
On-going and as part of the BVR of the service due to start
Service Manager
Existing

Achieved

A70
Invoicing
Review invoicing procedures

Correct invoices issued on a timely basis
Achieved
Service Manager



