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PART 1: HIGHLIGHTS

GENERAL

· Salford ICT has won a prestigious national e-Government award for the way it is using e-Government to transform council’s services to the city's residents, communities and businesses.

The council's ICT services were praised at the national e-Government Awards in London, which are deemed the yardstick for UK excellence in innovative government services.

Salford was particularly singled out for its joined-up approach to transforming front-line and back office services enabled through improvements in council processes and implementation of computer systems and so making council services to citizens and businesses more effective and efficient 

The judging panel included the Head of the Prime Minister’s Delivery Unit, President of the British Computer Society, the head of the Times Educational Supplement and the Director of Digital Publishing at The Guardian.

· SOCITM confirmed intention to use Salford in National Good Practice Web Site, based on our involvement in service transformation 

· Initial exploration underway into the OPDM ‘Digital Challenge’ programme and the possibilities of Salford developing a city bid or a regional proposal. The Digital Challenge is about setting the vision for and taking the next bold and radical steps in creating a digitally enabled society.  The Digital Challenge provides a unique incentive for a region, city or similar sized area to drive forward the use of technologies to better meet the needs of its local community and individual citizens.  Central Government and industry have provided a £10million digital challenge fund of which ten innovative and collaborative projects will receive enabling funding of up to £200,000 for them to develop a further fuller Digital Challenge proposal and begin the process of digital transformation for their community. The Digital Challenge Winner will receive at least £7million towards enabling them to realise their Challenge Vision. A further £800,000 has been made available to develop the Digital Challenge and Innovation network to act as the enabler for creating a framework for all local authorities to benefit from the programme

· Organisational restructure all agreed – recruitment well underway… to be concluded during February. Our services should see real improvements arising from the changes

· ICT Intranet being redeveloped (aiming to complete in February) to make it more accessible to customers and ICT newsletter now in place for improved internal communication (M@D).

· Final Socitm regional benchmarking report now received and being analysed.  

25 councils participated and initial findings are that of the 23 key measurable indicators Salford ICT Services has:

·  15 in the top 1/3rd
·  7 middle ranking 

·  1 in the bottom 1/3rd
Salford were identified specifically by Socitm as having “Good practice” in 8 of the 23 main indicators:

· Service availability of the whole network

· Website transactional rating

· Cost per connection to voice network

· Support cost per workstation

· Workstations supported per ICT specialist

· ICT competence of employees with at least 10% of employees ECDL qualified 

· Training adequacy assessed by users at over 5 out of 7

· Training days per ICT specialist

· SLAs for 2006 now drafted – consultation with customers about to begin

· Initial planning for IIP accreditation now underway – Project Manager appointed, staff e-questionnaire devised and circulated, outline plan produced with view to submission in September, 2006 

· T of R and representatives for Corporate ICT Steering Group agreed – inaugural meeting Feb 2006

· Framework for updated Corporate Information and ICT Strategy now developed in readiness for inaugural ICT steering group meet. Will be subject to separate report here in near future

· Balanced scorecard action plans done and entered into PMF system. Actions include BV Improvements

· CPA inspection went well – outcome awaited (main document entitled “Making a Difference” circulated)

· Back to the floor programme introduced with Head of Service engaged in Desktop and Help Desk activities

BUSINESS TRANSFORMATION

· Received approach regarding IPR for the products created as part of the National CRM project 
· Think Business launched setting out 6 initiatives aimed at encouraging inward investment, supporting existing businesses and enabling entrepreneurship

· E-Government Priority Service outcomes (required category) all completed by December deadline.  Good category is 40% completed 

· E-Government Take-Up strategy in development in conjunction with Chief Executives marketing team and service directorates

· Following recent SOCITM web site appraisal (Better Connected), Salford retained its transactional status and top 5 metropolitan web sites in the country

· Project continuing towards the creation of a corporate Mapping system using GIS software that would provide full public and officer access to a range of demographic, property and community information

· Architects working on designs for computer centre as a ICT training suite and emergency planning command centre

· 50 Council and Partner delegates and 300 external delegates trained in SPRINT BPR method to date 

· Nine year old Salford boy successfully passed ECDL course tutored by ICT training officers

· 4955 council delegates trained overall to date in 2005/6

· 27 schools staff passed ECDL qualification in November following a pilot initiative (St Philips and Canon Williamson)

· Creation of ICT Service- wide Work Process Methodology continues that will ensure continuity of all service requests and the way they are processed and managed.
· 6 Councillors now have own web site as part of Councillor.info project

· Assisting Children’s Services Locality teams through BPR work on potential Call Centre approach and integrated systems 
· Serving on Older Persons strategy group to assist in development of strategy and to address ICT and broader change management issues as they arise

BUSINESS SUPPORT

· IEC/ISO27001 Information Security Gap analysis completed for the authority. Now prioritising actions to address non compliances with key stakeholders in the business

· ICT Business Continuity Plan manual complete – includes extensive supporting documentation and interviews held across the organisation to ensure a fit for purpose solution

· Corporate Information Security Policy (CISP V2) in final draft, prior to presentation to Lead Member for approval. Development of supporting City wide e-learning tool for staff to raise awareness underway, and expected to be completed in February

· Risk Management e-learning module for ICT Services rolled out for all staff to complete. This forms part of our strategic commitment to risk management, supported by Operational and Strategic Risk Registers and the ICT Risk Management Toolkit

· Benefits Realisation analysis of broadband solution in schools completed, key issues identified along with corrective actions and circulated to Children’s Services Management Team and PS/SS Head teachers. Attended a meeting of Head teachers with Children’s Services Director.  A separate report will be submitted on the findings and future improvements in February. Additionally, we have taken on temporary resources to clear backlog of faults and to improve response standards and there is a 1% improvement (now exceeded target) since September for the “Major local fault” category of calls which are fixed within 8 hours
· Role and function of future Corporate Information Resource Unit in development.  Will be subject to separate report to Lead Member briefing in near future

· 2 Further officers passed PRINCE 2 examination- this brings total to 23 officers overall on foundation course and 8 on the more advanced practitioner course within the service, as part of skills / standards raising on project management

DESKTOP & INFRASTRUCTURE

· Enterprise XP Board launched and project scope/business case fully endorsed.  XP Project Board signed off Project Details and governance arrangements for the project were described by Internal Audit “as appropriate and should result in a successfully delivered project” Currently in detailed planning stage in close consultation with Service Directorates, beginning with CEOs office. Web Cast completed and launched. This is being well received and which can easily be adapted to suite other communication initiatives
· Data Centre - Building work and main electrical contract are complete and the 1st phase of servers have been relocated along with the Storage Area Network. Server consolidation exercise currently underway and have been already located into the new Data Centre. Several tours of the Data Centre have been given to the ISF members and CLO’s as well as 2 specific tours for ICT Staff. Stockport Council have requested a visit to se the Data Centre and this is arranged for 9th February

· Additional SPAM filter system has been implemented to ensure a more robust service availability of the E-Mail service. This will eradicate a “single point of failure” that has previously existed
· An increasing number of Help Desk calls are now able to be resolved at first line support from 50% in quarter 1 2004 to 62% quarter 1 2005/6 an increase of 24%. Future developments include the provision of technical staff on the Help Desk via a rota system

· New equipment has now been rolled out to all but a small number of Members. The last remaining Councillors have been contacted with a view to installation at weekends if it helps to speed up the rollout process 

PART 2

2005/6 MANAGEMENT INDICATORS AND PERFORMANCE

	Performance Indicator
	Target for 2005/06
	Quarter 1

Performance Apr-June 
	Quarter 1 and 2

Performance Apr-Sept 
	Quarter 1 to 3

Performance Apr-Dec 
	Comments

	Customer satisfaction rating

· ICT training

· Help desk


	90%

85%
	93%

93%

 (240 questionnaires)
	93%

90.33%

(497 questionnaires)
	93%

90%

(700 questionnaires)
	Target hit (exceeded)

Target hit (exceeded)

	Council wide fault 

· Network down

· Corporate system unavailable

· 
	90% of faults fixed within 4 hours
	100%

(1 fault reported)
	100%

(1 fault reported)
	100%

(4 faults reported)
	Target hit (exceeded)

	Local fault 

· Directorate system down

· Single site down

· Part of corporate system unavailable 


	85% of faults fixed within 8 hours
	80%

(66 faults reported)
	85%

(103 faults reported)
	85%

(178 faults reported)
	Target hit (Direction: Improved)

	Single item fault 

· PC / printer down


	90% of faults fixed within 2 working days
	79%

(484 faults reported)
	79%

(907 faults reported)
	78%

(1378 faults reported)
	Target missed*

	Minor fault

· PC application not working

· Faulty printer


	95% of faults fixed within 4 working days
	91%

(3,252 faults reported)
	92%

(6153 faults reported)
	92%

(9263 faults reported)
	Target (just) missed*

	Inconvenience fault


	95% of faults fixed within 10 working days
	92%

(633 faults reported)
	93%

(1107 faults reported)
	91%

(1558 faults reported)
	Target (just) missed*

	Help desk

· % Of calls answered immediately

· % Of all calls/faults fixed immediately 
	75%

60%
	88%

61%
	86% 

(25,048 calls)

62%
	87%

(37,077)

62% 


	Target hit (exceeded)

Target hit (exceeded)


*Notes and measures to address misses:

· Extraordinary demands by substantial office relocations (1000+ officers involved in moves) affecting technical support resources during 2005/6

· 3 temporary contractors were taken on in October to improve performance in short / medium term 
· Enterprise XP solution currently being rolled out will improve position in long term 
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