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1. INTRODUCTION

The report sets out how ICT Services has performed against plans during 2003/04. It looks at what value we brought to the council from project work, our performance on day-to-day operational services and the service initiatives we introduced to improve our future planning, management and delivery
2. MANAGEMENT SUMMARY

Let us first take a look at the headlines.  The overall judgement is that ICT Services had a very successful year.  Below are some highlights of what we did really well:


… and the things we did less well:


The remainder of this report looks at performance in more depth, the benefits arising and lessons learned where we did not match the target, beginning with our performance against BVPI157 and Management Indicators.

3. PERFORMANCE AGAINST BVPI157 AND MANAGEMENT INDICATORS

This section looks at how the service has performed on the ground during 2003/04 and how the ICT infrastructure stood the test of demands for high reliability and availability.  

	Service Area
	Indicator
	Target
	Performance
	Comments

	E-Government
	e-Enablement of council transactions as part of BVPI 157


	73.4%
	76.4%
	Exceeded target

	Training & support


	Customer satisfaction rating


	90%
	92%
	Exceeded target

	Desktop Services & Help Desk


	Major Council wide fault 

· Network down

· Corporate system unavailable


	80% of faults fixed within 4 hours
	100%

340 faults fixed
	Exceeded target

	Desktop Services & Help Desk
	Major local fault 

· Directorate system down

· Single site down

· Part of corporate system unavailable


	85% of faults fixed within 8 hours
	86%

265 faults fixed
	Exceeded target

	Desktop Services & Help Desk


	Single item major fault 

· PC / printer down
	90% of faults fixed within 2 working days


	84%

1,834 faults fixed
	Target is expected to be met in 2004/5 as more support staff are freed from Broadband Project



	Desktop Services & Help Desk


	Minor fault

· PC application not working

· Faulty printer
	95% of faults fixed within 4 working days


	94.81%

12,759 faults fixed
	

	Desktop Services & Help Desk


	Inconvenience fault
	95% of faults fixed within 10 working days


	96.67%

150 faults fixed
	Exceeded target

	S/W development & technical services 


	% of online applications services available throughout the year based on a standard working day


	95%
	99.41%
	Exceeded target



	Desktop Services
	% downtime of network service

Planned availability (8am to 6pm Mon-Fri) for any single location per annum


	Will not exceed 2%
	1.49%
	Exceeded target

	S/W development & technical services 


	Software development % adherence to project delivery dates


	70%
	73.25%
	Exceeded target

	Desktop Services & Help Desk


	Customer satisfaction rating relating to ICT support and fault rectification via the help desk
	70%
	92%

from 465 questionnaires


	Exceeded target


CONCLUSIONS AND LESSONS LEARNED:


4. MAJOR PROJECT WORK

This section looks at major development projects during 2003/04 and the benefits they brought

	PROJECT
	BENEFITS

	Think Customer


	Improved first point of contact services to citizens by way of a collaborative service model for direct customer facing frontline services 

	National CRM Project
	Produce change management tools and training for UK councils in conjunction with Manchester Business School as part of the national CRM academy. £1/2m funding and national status secured for the city council

	City Council Website


	Redesign and redevelopment of council Website for citizens and other customers, which has attracted very favourable responses for layout and use-ability

	Web content management deployment
	Simplifies the means of updating and enhancing internet and intranet content directly by service directorates

	Further development of the CRM to support the NPHL call centre initiative
	Facilitates corporate contact centre solution

	Authority wide Best Value monitoring system
	This system has improved the effectiveness of the data collection and improved the accuracy and availability of key management information. The system is currently being enhanced even further.

	Paying for goods and services on line
	Created further choice, simplicity and accessibility to citizens in the way that they can make payments for services, and has improved the various collection rates in the back office services

	Applications for services on -line
	Improved choice, accessibility and responsiveness of front line services to citizens 

	Local land and property gazetteer
	Creating a single corporate wide property database will reduce existing duplication across all directorates, create more accurate datasets, and will aid multiple system integration

	Further development of Solar for citizen access
	Greater democratic accountability by making reports and minutes available on line to citizens and so offer greater convenience and accessibility

	Initiate project for E-Procurement & E-Billing and tender management
	This strategy is aiming to reduce significant overheads in the procurement process and accelerate the purchasing and delivery of goods and services

	Initiate development of employee self service portal
	Allowing officers to self service will enhance their productivity and performance, and help to reduce overheads

	Procure and Implement migrated Council Tax and benefits system
	Improved services to citizens with the implementation of a new council tax and benefits system during 2004/05 which will speed up benefits applications and council tax collection

	Implementation of Witness Outreach system
	This project enabled the existing system that deals with highly confidential data to be upgraded to meet existing and future requirements. As part of this project existing security was examined and as a result was much improved

	Replacement of Debtco & Caseman/Saltime systems for Legal Services
	Replaced an outdated system with a modern, interactive system, providing online time recording and work flow management tools, enabling efficiency improvements in the business process. Placing the Salford Legal Service in a position to qualify for the LEXCEL accreditation, the quality mark developed by the Law Society for Practice Management Standards

	Licensing & permits


	Single point of entry for customers by reviewing front and back office processes

	Births, Deaths & Marriages


	Enhancements to the services with bereavement being rolled into the LIFT and Think Customer projects

	Community Information repository


	Online information to citizens with the development of a community information repository and local land and property gazetteer 

	Broadband in Schools
	Improved access to ICT facilities for teachers and pupils

	Provision of ICT facilities in libraries and schools as part of Social inclusion
	Increase public access to additional IT facilities via people network

	Expansion of linkage to North West Learning Grid
	Increased content is now available to all schools and library’s that are able to access the NWLG


CONCLUSIONS AND LESSONS LEARNED


5. SERVICE AND MANAGEMENT IMPROVEMENTS

This third and final section sets out the initiatives that we introduced as part of our continuous service improvement work

	Initiative


	Benefits

	Update BPR (SPRINT) Method / web site / training course
	Improved means of carrying out re-engineering projects and skills transfer

	Performance management
	Establish and publicise service standards and make available to customers via the intranet for greater transparency

Ongoing customer satisfaction monitoring using the help desk system and random selection of customers that have used the service through  questionnaires for greater customer feedback in service planning process

	Single asset and inventory management system for the Council’s ICT equipment
	Increase ability of helpdesk to resolve queries and faults at point of contact

	New ICT training offerings 
	Introduction of wider offerings to meet customer demands, including MS project, Sims, Frontpage, word to web & web content and ECDL advanced ICT training

	Further development of CRM to support NPHL call centre
	The design and development of new functionality within the existing CRM system was delivered within very tight timescales enabling the transfer of some NPHL front-office functions to the Customer Contact Centre. At the same time delivering all the benefits in customer tracking and performance reporting that the CRM system Citizen is capable of.

	Convergence of windows server application onto enterprise servers
	Consolidation of Web and Windows Database servers has reduced costs and increased reliability and availability

	Exploration of linkage to NHS Net
	Agreement reached in 2003/4 with implementation completed in June 2004. Joint working site within Salford Council and PCT/MHT expected July 04

	Establish and publicise Help Desk service standards
	Standards have been established and will be publicised on the Intranet very soon which will improve information to customers explaining the standards they should expect from the ICT help desk


6. CONCLUSIONS

The ICT Service continues to improve and the best value review during 2004/05 will ensure that our services improve further with customer involvement.  There are very challenging times ahead for the service as the city council increasingly embraces technology to enable new front line service models and back office process efficiencies. 












APPENDIX 1

BENCHMARKING OF THE ICT SERVICE

INTRODUCTION

This management report summarises the outcomes of participating in the SOCITM (Society of IT Managers) process for benchmarking the ICT service in the UK for 2003.

ABOUT THE SURVEY

The survey was carried out from August to October, 2003.  

Twenty-three councils participated in the exercise from the Northern Regions comprising:

· 8 Shire Councils

· 12 Metropolitan Districts

· 1 English Unitary

· 2 Scottish unitary

The survey was based on a detailed and comprehensive questionnaire where the SOCITM KPI’s provide the main focus but in addition to gain an understanding of the context in which ICT is managed there are a series of other questions around:

· Profile of the organisation

· Organisation of ICT

· Staffing for ICT

· Finance of ICT

· Service delivery

· Performance management

HEADLINES

The ICT service provided to Salford City Council by IT Net and Salford Advance compares very favourably against all councils that participated in the survey and the results are in some areas excellent.

Out of 20 measurable targets Salford has been assessed in the top quartile or cited as “Good practice” in 10.  Only 1 specific target requires service improvement along with 2 aspects of other targets, the remaining targets are middle ranking.

COMPARISONS / RESULTS

The table at the end of this report summarises key areas of comparison and shows where Salford ICT Service is identified as best practice / high scoring, middle ranking and areas that require improvement. Also included in the table are the ranges of the other participants for further comparisons.

OTHER KEY ISSUES RAISED BY SOCITM AS A RESULT OF THE PROCESS

There were many issues raised by SOCITM throughout the report but the following are the major issues: 

· Local E-Government with all its potential benefits will be impossible to deliver without a strong ICT service to drive its implementation

· The advent of CPA will focus minds on the fact that ICT has become a critical factor in delivering improved performance

· Clear and consistent messages that authorities need to develop a strong performance management regime using local and national KPIs benchmarked against a relevant peer group and that the mere act of benchmarking is likely to put local authorities down the right road to improvement

· ICT investment must be an integral part of the council’s plans and strategies and that the ICT service must be an integral part of the council’s management process

· While it is vital that each authority develops an organisational model for ICT that suits its needs, it is equally vital as we move into E-Government that there is some integration of any devolved ICT arrangements because joining up government can only be achieved by a “joined up” response on ICT development and support issues within the organisation, not doing so would represent a risk to the long term success of local E-Government 

· It is vital that proper awareness of information security issues is raised further across all councils

· All participants should have agreed, measured and published SLAs that identify ICT standards of service delivery

CONCLUSIONS

Participating in the benchmarking exercise has been worthwhile and results have been very positive.  It has provided clear evidence that compared to other councils the ICT Service provided by IT Net and Salford Advance is on the whole a good service with many targets in the upper quartile.  It also confirms that services are efficient and value for money. 

There are one or two areas that need to be improved the main one being project based work which will form part of any future service improvement plans along with those already identified to improve services further in this years service plan. 

Also, the findings of the survey will be carried forward into the current Best Value Review process to see how we can improve services long term and what we might achieve by way of early wins as the review process develops.

Copies of the full report are available either electronic or paper please contact Joan Willetts x3903

HOW SALFORD CITY COUNCIL ICT SERVICE COMPARES WITH 23 OTHER COUNCILS IN THE NORTHERN REGION

	INDICATOR 
	GOOD PRACTICE / TOP QUARTILE
	MIDDLE RANKING
	IMPROVEMENTS AREAS
	COMMENTS

	What is the level of senior officer directly responsible for ICT?


	
	
	87% are first or second tier 
	Salford is 3rd tier - Assistant Director level 

	Ratio of ICT staff per number of office based staff & members


	
	Salford is 50 

(Range from 22 – 174)
	
	

	Ratio of ICT staff per user
	
	Salford is 1 to 40 

(Range from 1 to 20 up to 1 to 75)


	
	

	Recruitment and retention
	
	Salford have experienced some difficulty in recruiting Support Specialists and Web Developers


	
	Major areas of recruitment problems identified by others are: Manager, Business analyst and network specialist

	Training of ICT specialists
	Salford is 25 days pa

(Range from 3 – 25)
	
	
	ICT staff productive hours were reduced several years ago to enable half a day per week personal development / ICT research which many staff use



	ICT spend

· per employee & members

· per workstation

· per user


	
	Salford £1.8k (Range £1.1K - £6k)

Salford £2.5k (Range £1k - £4.8k)
Salford £2.2k (Range £800- £5.5k)
	
	

	Security Policy
	
	Salford assessed as 4 

(Range from 1 to 7)
	
	At the time of completion of the questionnaire the revised Security and Privacy Policy had not been published which made our existing more than 2 years old



	KPI 1

User satisfaction
	Salford 6 out of 7 for internal surveys 

(Range from 3.9 to 6.5 but some are external)
	
	
	Salford method is internal by following up incident reports via the Help Desk which SOCITM thinks normally produces a higher assessment of service satisfaction

	KPI 2

% of calls resolved within agreed timescales

Resolved within 4 hours

Resolved within 8 hours
	All calls within agreed timescales:

Salford 88%

(Range 59% -96%)

Salford 88%

(Range 1% - 88%)

Salford 94% 

(Range 42% - 95%)
	
	
	

	KPI 3

% of successful projects 
	
	
	Although Salford delivered 5 out of the 6 identified major projects only 3 followed a formal project management method 
	Project management will be a core competency in implementing E-Government. SOCITM recommend a consistent use of project management methodology with post implementation reviews

	KPI 4

Acquisition costs per workstation including installation
	
	PC’s

Salford £648

(Range £519 - £1339)

Laptops

Salford £1187

(Range £802 - £1887)
	
	Although just outside upper quartile in total costs the installation part of the cost is at the lower level:

PC £56 (range £20 - £224)

Laptops £ 56 (range £20 - £256)

	KPI 5

Cost per connection to voice network


	Upper quartile for lowest costs per connection at Salford £41

(Range £35 - £406)

Salford has the highest number of extensions using IP telephony
	
	
	Costs of mobile phones were also assessed the cost to Salford is £391.6k 

Range £21k - £593

	KPI 6

Cost per connection to data network
	Significant investment in data network over £100 per connection
	Salford £266 (see comment)

(Range £49 - £458)
	
	50% of Salford’s cost relates to investment which is seen as good practice by SOCITM hence the medium total cost

	KPI 7

Support cost per workstation
	Upper quartile achieving support costs of under £116 per workstation

Salford £84
(Range £76 -£429)
	
	
	

	KPI 8

Workstations supported per support specialist
	Salford is 1 of 6 participants that stand out as indicators of good practice

High numbers of workstations supported at low cost shows high efficiency

Salford 405 (Range 51 – 405)
	
	
	

	Analysis of 4 key KPI’s 

KPI’s 1,2, 7 & 8
	Salford is identified as 1 of 3 councils with results in upper quartile 
	
	
	

	KPI 9

Access to ICT 

· PC’s

· Internet access

· Web access

· Intranet access
	Members:

Salford 100% as are 6 other councils (Range from 2%)
	Staff:  Salford 80%

          (Range 41% - 100%)

Staff:  Salford 80%

          (Range 25% - 100%)

Staff:  Salford 80%

          (Range 45% - 100%)
	Office based staff:

Salford 80% 

(Range 79% - 100%)


	

	KPI 10

ICT competence of employees
	ECDL

Good practice 3rd highest number of employees qualified

Salford 389

(Range 0 – 890)

Support in ICT to members

Salford 3rd highest number of training hours received 
	Training hours office based staff

Salford 3.8 hours

(Range Less than 1 hour -11 hours)
	
	When completing the questionnaire internal ICT training only was included which may be

less than actual figures as it is known that some Directorates have used external suppliers for training and records were not available to assess how much 

	KPI 14

Investment in ICT by employee
	
	Salford £1,700 

(Range £1,050 - £4,080)
	
	

	KPIs 51-75

Electronic service delivery
	
	
	
	Newly established indicator, all participants completed detailed analysis of 10 transactions results of which are contained in the full report but no comparisons have been made by SOCITM   

	KPI 90

Investment in ICT by head of population
	Salford £45  3rd highest
(Range £11 - £63)
	
	
	

	KPI 91

Access to ICT by the community
	
	Salford 1 PC per 1,000 people

(Range I PC per 364 people – 1 PC per 3,000 people)
	Number of locations with community workstations

Salford 21

(Range 0 – 260)
	

	Benchmarking websites

SOCITM systematic survey of all local authority websites - Assessed during Nov / Dec 2002
	
	Salford ranked as ’C’

“A content site that provides more sophisticated information & some interaction”
	
	The next assessment will be Feb 2004 where we will hopefully see an improvement in ranking due to the release of the new website with all its improvements





Achieving I.T.


 IN Salford











10 out of 20 targets in top quartile or cited as best practice in SOCITM benchmarking (see appendix 1)


Contribution to Corporate initiatives such as Think Customer


Continuation of National e Government Pathfinder (including National BPR user group)


Development and dissemination of National CRM products (with substantial funding from ODPM)


Accreditation for the Help Desk and the Training Services


British Computer Society accredited test centre for IT training in ECDL Advanced


Secured position as a Learn- Direct service hub


Exceeded BVPI 157 e-enablement target of 73.4% by achieving 76.4%


IDEA recognition for guidance/training councils in the use of the ESD toolkit in tracking BVPI 157


Implemented web content facilities


Increased ability of the help desk to resolve queries and faults immediately through improved tools


Establish ongoing customer satisfaction monitoring via the help desk


Initiated many projects such as E-Procurement, employee self service portal, paying for goods & services


54 delegates trained in Prince 2, 110 delegates trained in MS project, 5 staff passed Prince 2 foundation


Establishment of a Clustered Server environment (significantly reducing costs and increasing availability)


Established a new technical approach with so called Thin Client (pilot within NPHL)


Expansion of secure Home-working facilities


Increased the Security of the Network











Joint project with Schools to implement Broadband slipped


Service wide adherence to project management methods faltered in places


Response times for some lower priority fault fixes failed targets


Some delays in delivery of smaller projects such as installations

















Of the 11 performance indicators, 9 exceeded target and 2 were below target (1 of these marginally) 





We propose to raise some of the targets for 2004/5 as part of continuous service improvement (the revised targets will be contained in the 2004/5 business plan)





Of those that failed to meet target, we have taken some steps in order that our performance might improve with the out-stationing of desktop services officers in those Directorates that have high demand on the service.  Also we are improving our communication with customers to try and ensure they are informed about delays with fault rectifications and projects. Finally, resources released from the broadband project will be redirected in the fullness of time to strengthen the overall support efforts





Project management was identified as an area for improvement by SOCITM (as a result of participating in their 2003 benchmarking exercise), the main reason for this was that Prince project management methods had not been used for all projects.  This is being rectified for all ICT projects during 2004/05 to ensure consistent application of standards, assisted by the in-house development of project management training course.














