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Corporate Services Directorate 


HIGHLIGHT REPORT to 

JULY 2004
PART 1: SERVICE IMPROVEMENTS

Staffing…

· 6 staff passed PRINCE 2 foundation exam as part of project management capacity building

· 5 passed ITIL (IT infrastructure library) standard for better service management

· 3 trainers and 1 help desk officer resigned, now being recruited

Best Value Review…

· Customer Satisfaction survey undertaken - summary at appendix 1

· Pre-visioning report to Directors
· Workshop with Director, Lead Member & Deputy held
· Visioning Challenge Panel held 22nd July, 2004

· Best Practice research by Audit Commission / MBS launched

· Early wins

· ICT Induction pack drafted 

· ICT open day held as part of marketing approach

· ICT training for staff & members – draft discussion document produced for Director & Lead Member

· Updated ICT Intranet site in design stage

General…

· Invitation to submit proposals for National CRM academy

· Think Customer - Delivered requirements asked of ICT within 100 days, Peter Kawalek to interview all theme leads for lessons learnt report
· Invitation to join Salford University Management Advisory Council chaired by Vice Chancellor and represented by heads of Business, Teaching & Learning, Research and Academic Enterprise 

· Invitation to joint WINNIT Board (Women in IT) national academic/ business research project

· ICT Open Day(s) held 24, 25th June for Corporate Services staff – approx 60 attended. Plans to extend and segment during 2004  

BPR…

· Continued engagement in Think Customer
· National SPRINT user group launched with 12 councils attending first 2 meetings

· SPRINT website redesigned and gone live

· BPR method being refined and a working document has been produced

· BPR link into Directorates is being piloted in Customer Services for capacity building

· Business case methodology being tested on specific projects eg. document management and now applying to Enterprise XP and SAP

e-Government…
· Information on national priority service outcomes has been distributed to Directorates and their input is now being gathered to formulate the consolidated plan
Training & Support…

· 1001 delegate days delivered to date against annual target of 4,400. Customer satisfaction achievement of 93%

· 391 delegates achieved full ECDL and 2425 individual modules passed

· 39 attendees at twilight sessions to date and 29 out of hours members’ support calls resolved 

· Annual inspection by British Computer Society to maintain ECDL test centre (Advanced) status resulted in A rating

· 50 Social services staff undertaking learn direct funded blended (tutor-led and on-line) ECDL course work, 2 schools and 72 education staff scheduled for September

· New Equal-skills training offerings introduced following approved status by British Computer Society. Provides basic introduction to ICT with no exams involved

· BRP training offerings now launched externally 1st batch of customers from Leeds and Crawley undertaken, 3 more courses scheduled for North Lincs and Lincs county. 

· Achieved Microsoft Academy accreditation involving assessment of training quality on MS products

· Joined Manchester Chamber of Commerce & Industry to develop relationships and provide in- roads into SMEs

· Partnership formed with CLCs based around ECDL for teachers and creation of learning resource centre at Moorside - to be launched September 

Project Management…

· Evaluation of service wide project resource management tool concluded – separate report on the agenda

Desktop…

· Expansion of Web hosting for schools being actively encouraged via Education strategy group and Broadband steering group

Software Development and Technical Services…
· More effective performance monitoring tools for mid range machines being assessed 

Help Desk…
· Accreditation from the Institute of technical service centre achieved

· Call logging information on the Intranet is progressing and customers will be able to track their call and its progress

PART 2: MAJOR PROJECT WORK

	PROJECT
	PROGRESS

	CRM developments
	Recent Work:

· E-Surgeries (Citizen handling specific councillor requests and standard call centre request the customer would like the Councillor to be involved in.

· Highways – integration with Confirm using a combination of direct database access to read from Confirm and NDL middleware for writing to confirm

· Licensing – automatic population and printing/emailing of application forms for

· Free School Meals (includes checking benefits database to confirm eligibility)

· Blue Badges

· Children’s Work Permits

· Children’s entertainment/modelling licence

· Senior Citizen’s Concessionary Travel Permits

· Car Boot Sale Licences

· Chaperone/Matron Licences

· Direct line from Citizen to allow Council Tax instalments to be set up

· Tidy up address database and format to Royal Mail’s addressing standards

· Investigate new versions of Oracle and Application Systems, with a view to Migration

· Complete XML training (G. Hodge and R. Hornby.  O. Alao to complete late August)

· Start investigating LGOL-Net and NDL Middleware Software

· Start investigating inclusion of Flare (Environmental Services)  system into Citizen

· Build Emergency Planning system to tie in with Citizen to utilise the call centre in case of large-scale emergency, e.g. Terrorist Attack (Demonstrated to most of the Emergency Planners in the North West region).

· Integrated with council’s web site to process internet requests for service.

Future (Potential) Work:

· Freedom of Information Act

· Environmental Services integration (Flare)

· LGOL-Net integration

· Integration with LLPG system and dynamic mapping software

· Integration of planning/planning portal

· Migrate to 9i

· Introduce web front end

· Create separate training environment for users
· Complaint handling system (including Informal Complaints, Antisocial Behaviour Orders (ASBOs), Hate Crime, Formal Complaints)

· Sx3 Integration

	Online payments, application for service
	Recent Web Based form implementations

  Individual account enquiries

· mandatory rate relief

· discretionary rate relief

· sporting organisations rate relief

· School crossing patrol establishment

· Penalty charge challenge

· Passport to leisure and passport plus

· Empty properties

· Chaperone/matron service

· House in multiple occupation

· Payment for travel expenses

· Accommodation certificate


	SX3 Council tax / benefits replacement
	According to SX 3 this is on schedule for implementation in November BUT a meeting is scheduled with SX3 because of concerns about the project



	SOLAR for the citizen
	The solution for Citizen access to council papers, agendas and decision notices has been operational for a number of months. 

An E-Democracy programme has been initiated and that will review current service provision for members and citizens that will hopefully enhance the whole democratic process


	Web content management facilities
	Recent Web site developments:

· SCL Customer feedback form

http://www.salford.gov.uk/leisure/facilities/scl-customer-feedback.htm

· Manchester International Airport (MAN)

http://www.salford.gov.uk/council/corporate/manchesterairport.htm

· Strategic & Best Value Performance Plan 2004-05

http://www.salford.gov.uk/council/perform/bv-reports/bvpp200405.htm

· New Mayor of Salford

http://www.salford.gov.uk/council/councillors/mayor.htm

· UDP : Pre Inquiry Changes

http://www.salford.gov.uk/living/planning/udp/preinquirychanges.htm

· Salford LEA

http://www.salford.gov.uk/learning/lea.htm

· British citizenship ceremonies in Salford

http://www.salford.gov.uk/living/bmd/citizenship_ceremonies.htm

· Free school meals

http://staging.salford.gov.uk/learning/lea/schoolmeals/freeschoolmeals.htm

· Looking for something to do in the school holidays?

http://staging.salford.gov.uk/leisure/facilities/leisure-activity.htm

· Summer Fun events
http://www.salford.gov.uk/summer-fun

· Search for Salford's community & social care stars

http://www.salford.gov.uk/living/health/wanttoknowmore/social_care_awards.htm

· Help at Home: Equipment and Adaptations

http://www.salford.gov.uk/living/health/independent/athome/equipment-dapt.htm

· How to request a school crossing patrol near you

http://www.salford.gov.uk/request-a-patrol

· Water Quality

http://www.salford.gov.uk/water-quality

· Spotlight Newsletter

http://www.salford.gov.uk/spotlight

Web Statistics

· 11,977 pages
· 1,372,115 page views

· 3,110,341 hits
· 43,055 unique visitors

· Average 1,435 visitors per day

· Average visit length = 2.44 minutes

· Online payment receipts = £81,215.45
Web Site Visitors Survey

· 65.1% of visitors found the information they were seeking.

· 36.1% were “very satisfied” with the clarity of information;  35.4%   were“fairly satisfied”.

· 52.8% would make the web site their first port of call next time they need to contact the city council for information.


	Employee portal
	ESS Portal

· E-Merge have registered 92 users, over in Finance ( details can be provided )
· There are currently about 120 users using the system

· The formatting of the payslip has been resolved

· Feedback has been positive

· A test site has been created that implements a SSL ( Secure Socket Layer ) onto the portal

Sickness form

The new date for a pilot has been identified as the end of Aug...but it is likely to be before this date


	Peoples network, NW learning grid
	All now completed



	Local Land and property gazetteer
	· Data cleansing continuing – completion planned for Dec 04

· LLPG will be used in its existing state by the migrated Uniform system.

· Resources have been extended using E-gov monies

Consultants brought in to accelerate process.


	E-purchasing with Lyreco & others
	Lyreco Pilot:

· Over 100 users from almost all departments are now using purchase2pay
· Over 600 orders raised and £35k spent via new Lyreco e-purchasing scheme.

· Various amendments / change requests in development.

· Extending project to other suppliers including ‘supplies team’

E-Buyer:

· Development of an internal procurement catalogue

Invoices:

· Created VB.NET client application to process tradacom file from Scottish and Southern electric
· Wrote Crystal Report to show invoices
· Secure Invoices for 7 years
· Posted ‘tradacom’ file to SAP
· Write exception reports


	GM IRT data sharing
	This project came to a successful completion on the 26th July.

An automated messaging infrastructure (lgolnet) has been implemented between Salford, Bolton, Tameside and GM Connexions. A simple ‘request and return’ process has been implemented and tested in a ’proof of concept’ environment.

Plans are now in place to roll out ‘Lgolnet’ servers in all GM Authorities.


	Enterprise XP
	Business case for Enterprise XP being compiled with pilot in NPHL implemented and being reviewed



	Broadband in schools
	Phase C is on track to be completed by the end of December, 2004



	Replacement licensing system
	Slightly delayed with revised implementation date of September, 2004 (was June) delay due to increased resources moved into SX3 Council Tax & benefits project, proposed delay has been agreed with the project board




PART 3: OPERATIONAL PERFORMANCE – 1st quarter 2004/05

	Service Area
	Indicator
	Target
	Performance
	Comments

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


	100%
	77%
	

	Training & support


	Customer satisfaction rating


	90%
	93%
	

	Desktop Services & Help Desk


	Major Council wide fault 

· Network down

· Corporate system unavailable


	80% of faults fixed within 4 hours
	100%

(18 calls to the help desk)
	Working on identifying the actual number of faults 

	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
	68%

(25 calls to the help desk)
	As above

	Desktop Services & Help Desk


	Single item major fault 

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


	83.3%

(408 calls to the help desk)
	As above

	Desktop Services & Help Desk


	Minor fault

· PC application not working

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


	93.62%

(2,868 calls to the help desk)
	As above

	Desktop Services & Help Desk


	Inconvenience fault
	95% of faults fixed within 10 working days


	95.29%

(85 calls to the help desk)
	As above

	S/W development & technical services 


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


	95%
	99.97%
	

	Desktop Services
	% downtime of network service

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


	Will not exceed 2%
	0.24%
	

	S/W development & technical services 


	Software development % adherence to project delivery dates


	70%
	76.32%
	

	Desktop Services & Help Desk


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


	70%
	89%

(80 questionnaires)
	

	Help Desk
	% of calls to the help desk answered immediately


	75%
	80.1%

(12,160 received)
	New target introduced first quarter 04/05
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1.  SUMMARY

Outline of process used

1.1 
This report contains the results of a customer satisfaction survey conducted by ICT Services

during May 2004. 594 customers were invited to complete the survey. They were chosen at

random and in a way that ensured that the numbers invited from each directorate and from each

customer type (reflecting participant role/seniority) were in proportions that gave appropriate

weightings to each grouping. Thus, for example, directorates that were large customers of ICT

received more invitations than did small customers. This approach to the selection of participants

maximises the statistical validity of the results.

1.2 
The questionnaire asked respondents to rate their satisfaction with aspects of

ICT’s service on a scale from 1 (completely dissatisfied) to 10 (completely satisfied) and also

asked for comments. The results shown in this report therefore concentrate on presenting the

average ratings awarded on the ten-point scale, but also contain an analysis of the themes

contained within the comments.

The structure of the questionnaire allowed satisfaction levels to be captured at three levels:

· satisfaction with the overall service provided by ICT

· satisfaction with each of seven main services provided by ICT

· satisfaction with defined aspects of each of the main services.

The main services were selected so as to be meaningful to ICT’s customers. There is therefore

no direct relationship between them and the team structure of ICT.

1.3 
195 of the customers invited to respond actually did respond, giving a response rate of 33%.

Although this response rate is higher than is achieved by many internal surveys of this type, it is

less than the target response rate of 50 – 60% that we set ourselves. The implications of this

lower-than-target response rate are:

· there will be some lowering of statistical validity as non-respondents can be expected to have

a different profile of satisfaction from respondents

· the value of the analysis of satisfaction by directorate and by customer type is reduced as in

many cases the number of responses is too few to produce meaningful results. 

Results highlights

1.4 
Mean overall satisfaction was 7.03. The main service with the highest satisfaction rating was

‘Provide training in IT skills’ (7.61) and that with the lowest rating was ‘Coordinate ICT across the

City Council’ (6.19).

1.5 
The table overleaf summarises the highest scoring and lowest scoring aspects of each of the

main services. It therefore provides some pointers to those aspects that are in best shape and

(more importantly from the point of view of the opportunity to introduce service improvements) to

those with most scope for improvement.

1.6 
In prioritising issues for improvement action, account should be taken not only of satisfaction

ratings, but also of how important the issues are to customers. In general terms the lower the satisfaction on a service/aspect and the higher its importance, so

the higher the priority for improvement action.

1.7 
In addition to ratings, the customer comments also provide information of value. Although, by

their nature the comments have no statistical significance, they nevertheless can provide

potentially important pointers to areas requiring attention.

The comments were therefore analysed in order to identify the themes they seemed to focus on and they suggest scope for improvement in the following areas:

· speed of response

· communication

· advice

· customer focus

· strategy/technology

In some of these areas the ratings also point to scope for improvement action, ie the comments

back up the ratings.

The comments provide praise as well as criticism. As with the ratings, the Training service is

praised. There are also a good number of positive comments about customer focus to put

alongside those of criticism.

TABLE: High and low ratings for each main service

NB.  The number of items included in the table for each main service depends on a combination of the absolute

rating value and the extent of its difference from the rating for the main service to which it belongs.

	SERVICE
	HIGH RATINGS
	LOW RATINGS

	Handle requests and

problems (7.24)
	Way you are dealt with when reporting

request/problem (8.29)

Ease of reporting requests/problems

(7.93)
	Smoothness of handovers/briefings

between different ICT people (6.10)

Way you are kept informed throughout

process (6.14)

Speed with which requests/problems

dealt with (6.36)

	Provide training in IT skills

(7.61)


	Convenience of training location (8.62)

Handling of all aspects of course

administration (8.51)

Quality of training content (8.39)

Teaching/delivery skills of trainers (8.34)
	Effectiveness with which ICT makes you

aware of the range of training available

(5.93)

Effectiveness in assessing training

needs (6.63)

Effectiveness of post-training support

(6.85)

	Run systems (7.09)


	Extent to which availability of systems

meets customer needs (7.47)
	Responsiveness in accommodating

change requests to normal system ops

(6.75)



	Advice on the use of IT

(6.78)


	Understanding of the latest

technological developments (7.64)
	Effectiveness with which ICT promotes

awareness of its services (5.79)

Extent to which ICT is proactive in

offering advice and ideas (6.20)

	Manage relationships (6.74)
	Quality of working relationships between

ICT staff and customers (7.41)


	Effectiveness with which ICT’s overall

service levels are monitored/reported

(5.59)

Effectiveness with which ICT’s overall

service levels are negotiated (6.06)



	Undertake major projects

(6.64)
	Understandings customer’s

needs/issues (7.17)
	Extent to which project undertaken to

reasonable timescale (6.29)

	Coordinate ICT across the

City Council (6.19)
	
	Constructiveness of ICT where

customer needs don’t fit technical

standards/policies (5.75)

Extent to which ICT facilitates sharing of

ideas across the council (6.08)




1.8 
The ratings were analysed by directorate and by customer type. The low numbers of responses

for each directorate precluded much useful analysis. Although the number of responses from the

customer type ‘Director / Deputy Director / Head of Service / Assistant Director’ were also on the

low side, there were sufficient to see that satisfaction in this senior group was generally low.

Conclusions

1.9 
Satisfaction ratings at the overall and main service level average around 7 out of 10. This

indicates that many things are being done well, but, on the other hand, that there is scope for

improvement. Some of these areas for improvement have been highlighted in this summary and

further views are expressed in the detailed sections. In terms of taking things forward, the

following points should be considered.

1.10
Customer satisfaction surveys normally point to more areas for improvement than can

realistically be addressed at one time. It is important to review the results of this survey carefully

in order to construct a plan of action that is well targeted (ie addresses issues chosen according

to priority and to the extent of pay-off achievable) and which is within the capabilities of ICT

Services to achieve. It is better to construct a plan that has less in it, but which is fully achieved,

than to go for something overly ambitious.

1.11 
Although the survey will be effective in highlighting the areas that should be tackled, it will be

necessary to conduct some further probing with customers in order to ensure a good

understanding of the underlying causes of issues.

1.12 
Customer involvement in finalising the action plan (eg in suggesting ideas for improvement, in

agreeing ICT’s ideas) is desirable.

1.13 
It is notoriously difficult to coordinate cross-divisional improvement plans. A robust system of

managing the improvement plan will need to be set up if it is to be fully achieved.

1.14
It is important that not only is the improvement plan implemented, but also that customers are

made aware of the improvements actually made. Arrangements for communicating progress to

customers should be put in place as part of the process of managing the improvement plan.

1.15 
Ultimately, the success of the improvement plan should be reflected in improved satisfaction

ratings in the next survey. The timing of this next survey should take into account the time

necessary for the improvement plan to have an impact.

1.16 
In the next survey careful attention should be paid to achieving higher response rates in order to

overcome the issues referred to above that are caused by response rates that full below the

target of 50 – 60%.

2 
SUMMARY OF KEY  RESULTS 

The following tables summarise the results from all respondents. These results

therefore reflect the views of all 195 submitted surveys. Explanatory comments are provided as

necessary at the start of each section.

There are eight tables. The first one shows ratings for the service overall and for the seven main

services. The remaining seven tables show ratings for each main service and its component

questions.

Table showing mean ratings, standard deviations and likely accuracy of the mean ratings:

Overall and by main service

	
	Mean
	Std dev*
	95% confidence

interval of mean**
	No of

responses

	Overall 
	7.03
	1.83
	6.76 - 7.30
	171

	Requests/problems
	7.24
	1.82
	6.98 - 7.50
	183

	Training
	7.61
	1.78
	7.32 - 7.90
	143

	Run Systems
	7.09
	1.85
	6.78 - 7.40
	137

	Advice
	6.78
	1.86
	6.44 - 7.11
	116

	Relationships
	6.74
	1.91
	6.40 - 7.08
	119

	Major Projects
	6.64
	2.16
	6.15 - 7.14
	73

	Coordinate
	6.19
	2.00
	5.75 - 6.64
	78


Table showing mean ratings, standard deviations and likely accuracy of the mean ratings:

'Handle requests and problems' and components

	
	Mean
	Std dev*
	95% confidence interval of mean**
	No of

responses

	Requests/problems
	7.24
	1.82
	6.98 - 7.50
	183

	ease of reporting requests/problems
	7.93
	1.61
	7.69 - 8.16
	181

	way the request/problem is understood
	7.58
	1.71
	7.34 - 7.83
	183

	way you are dealt with when reporting request/problem
	8.29
	1.53
	8.07 - 8.51
	182

	way you are dealt with by support person
	7.75
	1.68
	7.50 - 8.00
	174

	way you are kept informed throughout process
	6.14
	2.45
	5.77 - 6.50
	177

	smoothness of handovers/briefings between different ICT people
	6.10
	2.31
	5.72 - 6.49
	138

	speed with which requests/problems dealt with
	6.36
	2.25
	6.03 - 6.68
	182

	effectiveness with which requests/problems dealt with
	7.27
	2.03
	6.97 - 7.57
	181

	contribution that ICT makes to reducing number of problems experienced


	6.61
	2.25
	6.27 - 6.96
	163


* 
The standard deviation measures the variability of the ratings. Approximately 68% of all ratings lie

within one standard deviation of the mean; approximately 95% of all ratings lie within two standard

deviations of the mean.

** 
This column shows that we can be 95% confident that the mean for the whole population

of customers (as opposed to the sample we surveyed) lies within this range. It therefore provides a

measure of the accuracy of the results.

Table showing mean ratings, standard deviations and likely accuracy of the mean ratings:

'Provide training in IT skills' and components

	
	Mean
	Std dev*
	95% confidence

interval of mean**
	No of

responses

	Training
	7.61
	1.78
	7.32 - 7.90
	143

	range of training available
	7.72
	1.65
	7.44 - 8.00
	134

	effectiveness with which ICT makes you aware of range of training available
	5.93
	2.44
	5.53 - 6.32
	148

	convenience of training location
	8.62
	1.47
	8.38 - 8.86
	143

	quality of training content
	8.39
	1.38
	8.16 - 8.62
	141

	teaching/delivery skills of trainers
	8.34
	1.38
	8.12 - 8.57
	143

	handling of all aspects of course administration
	8.51
	1.25
	8.30 - 8.72
	139

	suitability of training-room facilities
	8.05
	1.63
	7.78 - 8.32
	140

	effectiveness in assessing training needs
	6.63
	2.07
	6.26 - 6.99
	123

	extent to which training helps attendees  make best use of equipment/systems
	7.73
	1.61
	7.46 - 8.00
	136

	effectiveness of post-training support


	6.85
	2.07
	6.47 - 7.23
	114


Table showing mean ratings, standard deviations and likely accuracy of the mean ratings:

'Run systems' and components

	
	Mean
	Std dev*
	95% confidence interval of mean**
	No of

responses

	Run Systems
	7.09
	1.85
	6.78 - 7.40
	137

	extent to which availability of systems  meets customer needs
	7.47
	1.80
	7.17 - 7.76
	144

	timeliness with which system output delivered to customers
	7.36
	1.73
	7.05 - 7.68
	116

	responsiveness in accommodating change requests to normal system ops
	6.75
	2.25
	6.30 - 7.19
	99



	performance of systems (eg response times)
	7.15
	1.93
	6.82 - 7.47
	137

	communication about system status, planned changes to schedules, etc
	7.42
	2.06
	7.07 - 7.78
	132



	extent to which systems meet customer needs


	7.19
	1.95
	6.86 - 7.52
	132


* 
The standard deviation measures the variability of the ratings. Approximately 68% of all ratings lie

within one standard deviation of the mean; approximately 95% of all ratings lie within two standard

deviations of the mean.

** 
This column shows that we can be 95% confident that the mean for the whole population

of customers (as opposed to the sample we surveyed) lies within this range. It therefore provides a

measure of the accuracy of the results.

Table showing mean ratings, standard deviations and likely accuracy of the mean ratings:

'Advice on the use of IT' and components

	
	Mean
	Std dev*
	95% confidence

interval of mean**
	No of

responses

	Advice
	6.78
	1.86
	6.44 - 7.11
	116

	understanding of business by ICT advisers
	7.06
	1.86
	6.72 - 7.40
	114

	extent to which ICT is proactive in offering advice and ideas
	6.20
	2.29
	5.78 - 6.61
	117

	understanding of the latest technological developments
	7.64
	1.76
	7.29 - 7.98
	99

	ability to align latest technology to business need
	6.82
	1.88
	6.44 - 7.20
	95

	skills in reviewing business processes and proposing improvements
	6.93
	1.79
	6.56 - 7.30
	90

	effectiveness with which ICT promotes awareness of its services
	5.79
	2.29
	5.38 - 6.21
	116

	speed of response in dealing with requests for advice
	6.96
	1.96
	6.60 - 7.31
	116


Table showing mean ratings, standard deviations and likely accuracy of the mean ratings:

'Manage relationships' and components

	
	Mean
	Std dev*
	95% confidence

interval of mean**
	No of

responses

	Relationships
	6.74
	1.91
	6.40 - 7.08
	119

	extent to which ICT listens to customer views
	6.47
	1.94
	6.11 - 6.83
	113

	effectiveness with which ICT keeps customers informed of IT issues
	6.56
	2.15
	6.19 - 6.94
	128

	quality of working relationships between ICT staff and customers
	7.41
	1.74
	7.12 - 7.71
	133

	effectiveness with which ICT’s overall service levels are negotiated
	6.06
	2.24
	5.52 - 6.59
	67

	effectiveness with which ICT’s overall service levels are monitored/reported
	5.59
	2.18
	5.07 - 6.12
	66

	overall customer-care attitude displayed by ICT as a whole
	7.01
	1.92
	6.68 - 7.34
	129


* 
The standard deviation measures the variability of the ratings. Approximately 68% of all ratings lie

within one standard deviation of the mean; approximately 95% of all ratings lie within two standard

deviations of the mean.

** 
This column shows that we can be 95% confident that the mean for the whole population

of customers (as opposed to the sample we surveyed) lies within this range. It therefore provides a

measure of the accuracy of the results.

Table showing mean ratings, standard deviations and likely accuracy of the mean ratings:

'Undertake major projects' and components

	
	Mean
	Std dev*
	95% confidence

interval of mean**
	No of

responses

	Major Projects
	6.64
	2.16
	6.15 - 7.14
	73

	understanding customer's needs/issues
	7.17
	1.87
	6.73 - 7.60
	72

	extent to which project met customer's needs/issues
	7.10
	1.86
	6.66 - 7.54
	70

	extent to which project undertaken to reasonable timescale
	6.29
	2.45
	5.73 - 6.86
	72

	effectiveness with which customers involved in project
	6.67
	2.03
	6.19 - 7.14
	69

	communication about project matters
	6.44
	2.13
	5.93 - 6.95
	68

	flexibility with which ICT accommodated changing needs


	6.68
	1.98
	6.21 - 7.15
	68


Table showing mean ratings, standard deviations and likely accuracy of the mean ratings:

'Coordinate ICT across the City Council' and components

	
	Mean
	Std dev*
	95% confidence interval of mean**
	No of

responses

	Coordinate
	6.19
	2.00
	5.75 - 6.64
	78

	extent to which ICT facilitates sharing of ideas across the council
	6.08
	2.12
	5.63 - 6.53
	86



	extent to which technical infrastructure can accommodate  new  business initiatives
	6.56
	2.19
	6.05 - 7.06
	72



	appropriateness of technical standards/policies ICT proposes for the business  


	6.63
	1.87
	6.17 - 7.10
	63

	constructiveness of ICT where customer needs don’t fit technical standards/policies


	5.75
	2.21
	5.23 - 6.26
	71


* 
The standard deviation measures the variability of the ratings. Approximately 68% of all ratings lie

within one standard deviation of the mean; approximately 95% of all ratings lie within two standard

deviations of the mean.

** 
This column shows that we can be 95% confident that the mean for the whole population

of customers (as opposed to the sample we surveyed) lies within this range. It therefore provides a

measure of the accuracy of the results.
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