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2004/05

Foreward to the 2004/05 Service Plan
Welcome to the 2004/2005 Service Plan.

This provides the opportunity to take stock of our achievements over the preceding year and look forward to the challenges of the coming year.

2003/2004 has provided the Directorate with some notable successes :

In Customer Services New Prospect Housing Ltd was integrated into the Call Centre on 14th May 2003 within a very short lead in time. Targets set by NPHL have been met and Customer satisfaction levels have increased. The Benefits service has also been awarded Beacon Council status building upon its reputation for excellence, with new initiatives such as public access to the service from within the Council’s libraries.

Within Law and Administration we had an extremely successful all postal local election with significant increases in voter turnout. Additionally, In Legal Services the Crime and Disorder team have significantly increased the number of successful anti social behaviour orders in line with the Council’s pledge to make Salford a safer City to live and work in.

The Finance division has continued to make progress and has ensured that the Authority maintained a balanced budget and that reserves were increased. Improvements were also made in bringing forward the closure of accounts and a corporate risk management strategy has been agreed and is in the process of being implemented.

In ICT we have made excellent progress in enabling Council transactions to be capable of being undertaken electronically and we are well on our way to meeting the Government prescribed targets. Our Website has recently gained national recognition and Salford is continuing to contribute to the National CRM academy.

The coming year promises to be demanding. We have a number of service reviews that will challenge the way in which we currently provide services and Members and officers want to see further improvements for our customers. Indeed it is our customers’ requirements that we must focus upon even more keenly and the “Think Customer” project will provide the means to achieving this objective.

Councillor Murphy and myself recognise the levels of hard work that staff within the Directorate consistantly maintain. I know that we can continue to rise to new challenges and we look forward to helping the Council to deliver its objectives.
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Councillor Bill Hinds




Councillor Joe Murphy

Lead Member Corporate Services


Executive Support Member
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CORPORATE SERVICES DIRECTORATE

SERVICE PLAN 2004/05
INTRODUCTION

The Corporate Services Directorate covers the following service areas:

Customer Services 

Financial Services

ICT Services 

Law and Administration
Customer Services

Provides a range of customer services to the citizens of Salford e.g. Environmental Services, Council Tax and Benefits, Housing Benefits, Registrars and Job Applications. It is leading on the development and implementation of the Council’s “Think Customer” strategy and is pioneering work with partners such as the Primary Care Trust.

Financial Services

Providing a comprehensive range of financial and regulatory services to the Council and its Directorates.

ICT Services (Comprising Salford Advance and Salford IT Net) 

Provides mainstream ICT consultancy, development, operations and support services, and key transformational and enabling services including business process re-engineering, project management and skills development. The service is also responsible for the strategic planning, development and delivery of the Council’s e-government programme.

A number of services are, of course, support services to internal council directorates and elected members, but they also include a substantial number of services provided directly to the public. In addition, the directorate provides a range of services to the Greater Manchester Police Authority funded through a service level agreement.

In order to build upon our successes and improve services across our areas of responsibility, we will place paramount importance on the needs of our customers, whether they be members of the public or internal customers.

Law and Administration

Provision of legal services across a spectrum of local government work, and professional, administrative and clerical support.

LINKAGES WITH THE SALFORD COMMUNITY PLAN AND THE COUNCIL’S PLEDGES

Salford is a dynamic and vibrant city with a bright future. The city council’s mission statement, shown below, reflects our aim to sustain and improve this position.

“To create the best possible quality of life for the people of Salford”

The council’s Cabinet has identified three main activities that are fundamental to achieving our mission. These are:

· Matching services to the needs of the people

· Increasing councillor and public participation in the decision making that affects their areas

· Raising the profile of the city

Every service target developed within the council contributes towards these activities. For 2004/05 these themes will continue, but with the emphasis on how we deliver on these priorities over the next 12 months. In addition, there is now a fourth priority:

· Implementing neighbourhood management

Neighbourhood management will ensure that communities and the people of Salford are at the heart of service delivery. "Cross-cutting" services that reflect people's needs will be developed, rather than traditional departmental or profession-based services.

More detailed issues and priorities for each directorate will be determined in the Cabinet work plan which will be published later in the year.

However, the council must also meet its commitments to Partners IN Salford. This is a special partnership that brings together the council, the health service, the police, local colleges, the faith communities and local people all working together. This partnership has produced the Community Plan, which is made up of seven themes that show how the partnership is making a difference.

We have recently been working to revise Salford’s existing six pledges into seven to mirror the Community Plan themes.

Our pledges are now as follows:

· Improving health in Salford

· Reducing crime in Salford

· Encouraging learning, leisure and creativity in Salford

· Investing in young people in Salford

· Promoting inclusion in Salford

· Creating prosperity in Salford

· Enhancing life in Salford

Each pledge has supporting building blocks or sub pledges that clearly demonstrate the route by which each pledge will be achieved. All directorates contribute at this level, and each building block is broken down into one and three year targets.

The service planning process begins for us in September of each year when the directorate’s Senior Management Group discuss current / emerging priorities and consider how achievement of those priorities is to be resourced. At this stage we also take the opportunity to revisit and refresh our Business Risk Plan.

Once the budget position becomes clearer in December, we then firm up our key service objectives and consult our Team leaders prior to finalizing the plan and targets in March. We endeavour to appraise all our staff early in the year against targets within business plans.

Throughout the year we monitor our progress against those targets on a quarterly basis and report regularly to the Council’s Director’s Team, the Leader of Council’s quarterly performance meetings and the Quality and Performance Scrutiny Committee.

This year's plan

Within this service plan we have set out the key service priorities that the Director is driving forward this year, and also the key objectives for each service area within the directorate. Each objective is linked directly to the council’s seven pledges and these links are shown in bold.

We then go on to include, as appendices, our individual service business plans and our equalities action plan. To view any of these plans please visit the Corporate Services intranet site by accessing the home page and Service Plan 2004/05.

For more information about our Business Risk register, please contact Don Simpson, Assistant Director, Audit and Risk Management on 0161 793 3290, or by e-mail on don.simpson@salford.gov.uk

KEY SERVICE OBJECTIVES

The directorate has a number of key objectives that it is seeking to achieve during 2004/05. Some of them impact across the whole council, whereas others are much more specific to our directorate.

Director’s Priorities

Service Improvement

We will produce business plans for all service areas including a full range of service improvement targets across the directorate.

We will conduct the following Reviews and continue to improve our services by implementing appropriate action plans within the timescales shown:

Registrars

Review completed by May 2004

ICT Services

Review completed by March 2005

SAP


Review completed by March 2005

We will also deliver our targets within the CPA Improvement Plans in accordance with those timescales.  We will improve our BVPI performance across the directorate during 2004/05, but with particular emphasis on the payment of invoices (BVPI 8), and the collection of National Non Domestic Rates (BVPI 10).

Think Customer
During 2004/05 we will further develop the Think Customer strategy and work with our partners towards the delivery of a cross-cutting collaborative service delivery model.

All seven pledges

E –Government
We will achieve full e-enablement in line with the agreed e-government programme by December 2004.

Service Improvement

Document Management
During 2004/05 we will work towards a complete rollout of the Iclipse Document Management system corporately across the council.

Service Improvement

LIFT

We will further integrate front line services with Salford Primary Care Trust and other partners in relation to this project.

Improving Health in Salford

Budget / Financial Strategy
We will improve by closing our accounts earlier than ever before by July 2004.

Service Improvement

Service Level Agreements
To further develop the SLA process with our customers.

Service Improvement

Computer Audit
We will lead an initiative to share specialist technical computer audit skills with other Local Authorities in and around Greater Manchester by using Salford's computer audit team to analyse and assess their IS/IT systems, applications and infrastructure and provide recommendations for improvements and more efficient working.


Raising the profile of the City

LEXCEL
We will achieve full LEXCEL accreditation by March 2005.

Service Improvement

Freedom of Information Act
Systems and procedures are currently under development to ensure compliance, particularly in the light of public rights of access to information in January 2005.

A project for the creation of an electronic logging and handling system for dealing with requests for information, will commence on 1st April 2004.  This will tie in with the Document Management system and allow for the easy retrieval of scanned documents. 

The target for completion of the project, including relevant staff training, is 1st December 2004.  

Service Improvement
Human Resources
We will develop a fully resourced staff  training plan by 31st January 2005.

All staff appraisals will be completed by 30th June 2004.

We will strive to reduce our sickness level by 10% during 2004/05.

We will develop a Human Resources strategy for Corporate Services during 2004/05.

Creating Prosperity in Salford - Maintaining a high quality workforce to drive the prosperity of the City
Equalities
The Council has a duty to assess all its functions and policies for their relevance to the promotion of race equality.  Corporate Services produce an annual action plan listing key tasks that will enable the directorate to comply with the requirements of the legislation.  

The Council has undertaken to obtain levels 1 and 2 of the Equality Standard for Local Government (ESLG).  The work necessary to achieve these levels for all directorates has been reassessed corporately and all Directorates achieved level 1 by 30th March 2004.  A number of commitments were given by the Senior Management Group in order to meet level 1 and these are set out in (Appendix).  

A draft Corporate Equalities Plan (CEP) has been produced as a key stage in the process of achieving level 2 of the ESLG. This document will undergo further revisions before it is formally adopted, but it is valid for guidance at this stage. The document outlines how the Council intends to deal with all equality issues, including rights and opportunities in respect of disabilities, race, gender, age, sexuality and religion/belief.  Corporate Services are making steady progress towards attaining the level 2 standard in accordance with the CEP.  

For details of our targets for 2004/5 on equalities issues please see Appendix C.

Enhancing Life in Salford

Promoting Inclusion in Salford
Consultation
We will produce a consultation plan for the whole directorate and, where possible, rationalize such activity within the directorate and across the authority or with partners wherever possible.

For details of our consultation plans please see Appendix ????

Increasing Member and Public Participation

Procurement
We will develop and implement the council's Procurement Strategy in accordance with the national strategy during 2004/05.

Service Improvement

Partnership Working
During 2004/05, we will continue to explore niche partnership opportunities to improve the delivery of our services where appropriate.

Service Improvement

Marketing

During 2004/05, we will develop a marketing approach and plan for the directorate aimed at building relationships with our customers, which will be aligned to the strategic priorities of the council, be subsumed within our business planning process, and include the development of promotion activities and materials.


Service Improvement

Business Continuity Planning

To have developed appropriate Business Continuity Plans for all service areas by 30th September 2004.


Service Improvement
Service Specific Objectives

Customer Services 

These are the planned service improvements for Customer Services for 2004/05, showing clear links with the Council's pledges and priorities.

External Services

· Further development and implementation of the Think Customer strategy through using the Contact Centre as a single point of access to:

-
Report faults on highways / traffic and transportation 

-
Report hate crime incidents centrally

-
Coordinate applications for free school meals 

· We will continue to work with Salford PCT and other partners to work towards the delivery of a cross-cutting collaborative service model, and, particularly, to integrate front line services in anticipation of the delivery of four new health and social care centres under the LIFT Project eg: working closely with the PCT to facilitate and deliver the Patient Advisory Liaison Service (PALS), and proactively promoting awareness of health issues such as sexual health screening.
All seven pledges

Service Improvement
· More joined up outreach work within Customer Services and with our service partners by 31st March 2005.

Promoting Inclusion in Salford

Investing in Young People in Salford

Encouraging Learning, Leisure and Creativity in Salford
· Development of more robust SLA's with clients by end of May 2004.

Service Improvement
· Investment in and further enhancement and improvement of the CRM system by 31st March 2005.

Enhancing Life in Salford
· Development of a clear accommodation strategy in respect of Customer Services to ensure that existing resources are maximised through further development of the homeworking project etc and that future business development opportunities are not constrained by lack of suitable accommodation. (31st March 2005)

· Encourage the development and cross-skilling of staff within External Services to ensure that staff are given effective support in dealing with the planned increase in new services and continue to provide high quality customer services. (31st March 2005)

Creating Prosperity In Salford - Maintaining a high quality workforce to drive the prosperity of the City 

Internal Services

· Maintenance of performance against the Performance Framework plan and retention of 4 star rating for the Benefits service.

Service Improvement

· To fulfil all requirements and expectations in respect of our achievement of Beacon status for the Benefits Service, in accordance with our Beacon Dissemination Action Plan.

Raising the profile of the city
· Implementation of new Council Tax and Benefits System by 31st December 2004.

Service Improvement
· Further development of payment opportunities by 31st March 2005, and corporate debt policy by 30th June 2004.

Service Improvement
· Supporting ICT Services in ensuring effective rollout of the Iclipse Document Management system corporately across the Council.

Service Improvement
· Improved BVPI performance in all areas.

Service Improvement
· Community Telematics

-
Provide opportunities for all citizens to benefit from ICT facilities and skills
-
Develop skills to enable citizens to enhance their lives socially, conomically, and in terms of access to services.

Service  Improvement
· General

-
To continue to seek and maintain recognition for the excellent services provided within Customer Services ( IIP, Community Legal Services Quality Mark) in the year up to 31st March 2005.

-
To develop a Business Continuity Plan by 30th September 2004.

Service Improvement

Service Specific Objectives
Finance 

These are the planned service improvements for Finance for 2004/05, showing clear links with the Council's pledges and priorities.

· Preparation of Statement of Accounts by 16th July, 2004

Service Improvement

Improving the Image and Profile of the City
· Implement Prudential code for capital finance by April 2004

Service Improvement

· Further development of financial strategy

· Further improve the CPA rating for the auditor judgement element of the use of resources indicator from 3 to 4

· Further improvement in performance on payment of invoices to top decile level

· Further improvement in collection of debt - reducing the outstanding debt by 10%

Service Improvement

Improving the Image and Profile of the City

· Further develop Budget Consultation and participatory budgeting for 2005/6 budget

Improving the Image and Profile of the City 

Member and public participation

Promoting inclusion

· SAP

-
Establish SAP project Board to focus future development to exploit full potential by May 2004

-
Undertake a Best Value Review of SAP by March 2005

-
Review SAP/HR underlying data and ongoing maintenance of data by July 2004

-
Improving financial and HR reports for managers by September 2004

-
Consider the potential to extend the use of SAP to include property management, works management, customer records

-
Investigate the potential of SAP inventory management with Salford ICT Services

Service Improvement

Improving the Image and Profile of the City
· Implement an employee portal with self service transactions - pilot in Corporate Services by March 2004 followed by a council-wide roll out by December 2004

Service Improvement

Improving the Image and Profile of the City
· Procurement

-
Establish a Procurement Development Team by May 2004


· Implement E-Procurement transactions for the supply of goods - currently being piloted in Corporate Services on a council-wide basis for a range of suppliers by December 2004

· Implement purchasing cards on a pilot basis by December 2004

Service Improvement

Improving the Image and Profile of the City
· SLAs

· Develop the SLA process and issue draft SLAs for 2005/06 by 30th November 2004, to be agreed by February 2005.

Service Improvement

Audit and Risk Management

· Marketing of energy audit potential

· Expand external delivery/development of computer audit service for Greater Manchester authorities

· Deliver the risk-based audit plan – achieving 95% of the original plan

· Increase the number of chargeable auditor days to 180 per annum

· Achieve energy audit targets and review the approach for 2005/06

· Develop corporate governance and risk management strategy

· Pilot homeworking for a number of auditors by September 2004

· Encourage the development of business continuity plans across the council.

Service Improvement

Improving the Image and Profile of the City
Improve Customer Service

· Develop customer care skills

· Improve the marketing of services internally and externally

· Develop pricing policies and methods

· Improve communication with customers

· Develop complaints reporting

Service Improvement

Develop financial skills

· Provide further training in the management of budgets and the responsibilities of budget holders

· Provide training in the development of business cases to senior accountants and other relevant staff by September 2004

· Develop project management skills for accountants including the financial management of projects by March 2005

Service Improvement

Business Risk
· Develop business continuity plans for key financial services (e.g. payroll) by September 2004

Service Improvement

Service Specific Objectives
ICT Services - Salford @dvance and Salford IT Net

These are the planned service improvements for ICT Services for 2004/05, showing clear links with the Council's pledges and priorities.

· To complete a Best Value Review by March 2005
Service Improvement
· Facilitate the “Think Customer” Strategy for greater internal/external collaboration, contribution will include:  the provision of Business Process Re-engineering (BPR) and development of IT applications focused on the agreed priority themes of:

· Health Benefits advice

· Safety within the City

· Bereavement Services

· Improving children and young lives

· Licensing and permits

· Street Scene services

· Tackling health inequalities

Service Improvement
All Seven Pledges
· Refine BPR method (SPRINT) to include implementation stage of re-engineering work and thereby improve effectiveness of BPR process in conjunction with Manchester Business School by September 2004

Service improvement
· In light of impending ODPM instructions, our future e-government targets may be:

-
To have implemented all Best Practice and Mandatory outcomes from the ODPM Priority services and transformation outcomes by March 2005
-
To have achieved 100% transactional enablement by March 2005
-
To have implemented all the requirements of Salford's IEG3 Statement and the ODPM discretionary outcomes by December 2005
Service improvement

Improving the image and profile of the City

Creating prosperity IN Salford

Enhancing life IN Salford

· Introduce a Project Management Academy for the adoption of Prince 2 initially within ICT Services and selectively within Corporate Services and Social Services by March 2005
Service improvement

Creating prosperity IN Salford
· Update the existing ICT Training Strategy for approval, ensuring that all staff who make use of ICT have a required level of training in its use thereby obtaining maximum benefit from the City Councils investment by June 2004
Service improvement

Creating prosperity IN Salford
· Create a Joint Venture Company with Manchester Business School for change management consultancy and training offerings to public sector by March 2005

Service improvement

Creating prosperity IN Salford
· Develop Business case for Enterprise XP.  Test / pilot within NPHL and assess costs / benefits and potential for further roll out within the City Council by March 2005
Service improvement
· Conclude Broadband roll out for agreed terms of reference in Schools by December 2004
Encouraging learning, leisure and creativity IN Salford

Investing in young people IN Salford
· Develop and test Storage Area Network (including disaster recovery) and assess costs / benefits and potential roll out within the City Council by March 2005

Service improvement
· Develop and pilot technical solutions in conjunction with selected Community Groups and representatives to facilitate greater community engagement and involvement in Council services by March 2005
Service improvement

Creating prosperity IN Salford

· Produce a Business Continuity Plan for ICT Services by 30th September 2004

Service Specific Objectives
Law and Administration 

These are the planned service improvements for Law and Administration for 2004/05, showing clear links with the Council's pledges and priorities.

· To achieve LEXCEL accreditation for Legal Services by March, 2005.
Service Improvement

Improving the image and profile of the City
· Obtain IIP (Investors in People) accreditation for the Law and Administration division by March, 2005
Service Improvement

Improving the image and profile of the City
· To lobby central government to enable the City Council to conduct forthcoming elections by means of all postal ballots by June, 2004
Promoting Inclusion In Salford

Member and public participation

· To implement the recommendations of the Best Value review of Registrars of Births, Deaths and Marriages including planning for changes to the service resulting from “Civil Registration – Vital change” by March, 2005.
Promoting Inclusion In Salford
· To implement the recommendations of the management review of the Support Services Unit by December, 2004.
Service Improvement
· To explore dynamic service opportunities with Messrs Cobbetts (Solicitors) by December, 2005.
Service Improvement

Improving the image and profile of the City 

· To play a key role in the review and improved delivery of the Crime and Disorder partnership’s anti social behaviour strategy by providing information and advice within the Council on the application of the provisions of S17 of the Crime and Disorder Act, by March 2005.

Reducing Crime In Salford

Improving the image and profile of the City 

Service Improvement
· To ensure the full and effective use of the recently acquired “Caseman” and Licensing IT systems to improve performance management within Legal Services by September, 2004
Service Improvement
· Consider opportunities to expand existing client base across the Law and Administration division by March, 2005
Service Improvement
· Implement the provisions of the Licensing Act 2003 by (As enacted)
Reducing Crime In Salford
· Introduce a strategic approach to Council wide procurement by March, 2005
Creating Prosperity In Salford

Enhancing Life In Salford

Service Improvement
· Revise and enhance our current services to elected members by March, 2005
Member and public participation
· Develop a strategic approach to resource planning for major new initiatives and projects, March, 2005
Service Improvement
· To increase client satisfaction and perception levels across the Law and Administration Division by March, 2005
Service Improvement
· Ensure compliance with constitutional requirements through training, briefings and updates by March, 2005
Member and public participation
· Maintain and improve ethical governance by March, 2005
Member and public participation

Improving the image and profile of the City

· Ensure preparedness for all major incidents and emergencies through application of the National Resilience (Emergency Planning) model by April, 2004

Reducing Crime In Salford

Enhancing Life In Salford

Service Improvement

· Produce Business Continuity Plans where appropriate, within Law & Administration by 30th September 2004

Service Improvement

Corporate Governance

The development of a sound corporate governance framework, including risk management, is seen as an essential contributor to the quality of public services.  In the private sector, it has long been acknowledged that corporate governance can make a positive contribution to profits and greater trust.  More recently, the public sector has also come to recognize that good corporate governance can contribute to high-quality, appropriate services and greater community cohesion, health, safety and economic well-being.  By the same token, poor corporate governance and risk management is seen as being at the heart of many public service failures.

The Audit Commission undertook a follow-up review of the City Council’s corporate governance arrangements in late 2003 and concluded that we are making “good progress”, particularly in the area of risk management.  All the elements of our agreed action plan have been delivered and the next key challenge for the council is ensuring that that the risk management process becomes truly “embedded” as part of the culture of the organisation.

Considerable work has already been undertaken to identify the key strategic and operational risks facing the city council and these are now contained in a variety of risk registers.  Steps are also in place to ensure the adequacy of the controls relied on to manage the key risks identified.

A key element of the planned integration process is to ensure clear linkages between the performance management framework, service plans, strategic and operational risk registers and the overarching corporate decision-making process.  The service planning process is being developed to reflect the importance of risk management techniques both in identifying priorities and in assessing the best ways in which objectives can be achieved.

RESOURCES

The resources available to the directorate in 2004/05 are identified below. The details provided are correct at the time of publication.

Staffing

	Division


	Number of Posts

	Head of Service
	1

	Customer Services (Including Salford Direct)


	300

	Finance
	231

	ICT Services


	115

	Law & Administration


	118

	Strategy Development Team


	5

	TOTAL


	770


Financial

	SERVICE AREA
	Gross Budget 2004/05
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Maintenance of performance against the 

Performance Framework

 

plan and retention of 4 star rating for the Benefits service.

 

 

Serv

ice Improvement

 

 

·

 

To fulfil all requirements and expectations in respect of our 

achievement of 

Beacon status

 for the Benefits service, in accordance 

with our Beacon Dissemination Action Plan.

 

 

Service Improvement

 

Raising the profile of the City

 

 

·

 

Implementat

ion of new 

Council Tax and Benefits System

 by 31

st

 

December 2004.

 

 

Service Improvement

 

 

·

 

Further development of payment opportunities by 31

st

 March 2005, and 

a corporate debt policy by 30

th

 June 2004.

 

 

Service Improvement

 

 

·

 

Supporting ICT Services in ensurin

g effective rollout of the 

Iclipse 

Document Management 

system corporately across the Council.

 

 

Service Improvement

 

 

·

 

Improved BVPI performance

 in all areas.

 

 

Service Improvement

 


TOTAL


	£000

7521

7592

7629

7257

29,999
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·

 

Provide opportunities for all citizens to benefit from ICT facilities and 

skills

 

 

·

 

Develop skills to enable citizens to enhance their lives socially, 

economically, and in terms of access to services.

 

 

Service Improvement

 

Promoting Incl

usion in Salford

 

Encouraging Learning, Leisure and Creativity in Salford

 

 

General

 

 

·

 

To continue to seek and maintain recognition for the excellent services 

provided within Customer Services ( 

IIP, Community Legal Services 

Quality Mark

) in the year up to 31

s

t

 March 2005

 

·

 

To develop our Business Continuity Plan by the end of September 

2004.

 

 

Service Improvement

 

PLEDGE 5 – Promoting inclusion IN Salford                                                     PERFORMANCE MATRIX – OUTTURN DATA, TARGETS AND COMPARISONS

	Ref
	Sub Pledge/PI
	BVPI/LPI No.
	2001/02
	2002/03
	2003/04
	Targets
	Benchmark
	How have we performed?
	Are we on target?

	
	
	
	Actual
	Actual
	Actual
	Target
	2004/05 Target
	2005/06 Target
	2006/07 Target
	Top Quartile 2002/03
	
	

	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13

	
	Building strong, confident communities
	
	
	
	
	
	
	
	
	
	
	

	
	The numbers of types of interactions that are enabled for electronic delivery as a % of the types of interactions that are legally permissible for electronic delivery.               (
	157
	24.6%
	34.5%
	76.4%
	73.4%
	100% A
	100%
	100%
	59%
	
	

	
	Improving access to services and support mechanisms for vulnerable members of our community
	
	
	
	
	
	
	
	
	
	
	

	
	The number of household benefit claimants visited per 1, 000 caseload.                       (
	76a
	
	
	166.68
	330
	201.3A
	201.3A
	201.3
	N/A
	
	

	
	The number of fraud investigators employed per 1, 000 caseload.                                  (
	76b
	
	
	0.268
	0.25
	0.33A
	0.33A
	0.33
	N/A
	
	

	
	The number of fraud investigations per

1, 000 caseload.                                        (    
	76c
	
	
	25.91
	33
	26.66A
	26.66A
	26.66
	N/A
	
	

	
	The number of prosecutions and sanctions per 1, 000 caseload                                   (
	76d
	
	
	1.13
	1
	1.3A
	1.47A
	1.63
	N/A
	
	

	
	The average time for processing new benefit claims.                                                        (
	78a
	65 days
	52 days
	31.02

days
	48.5 days
	28 days A
	26 days A
	24 days 
	36 days
	
	

	
	The average time for processing notifications of changes of circumstance.                        (
	78b
	40 days
	32 days
	19.68

days
	30 days
	15 days A
	10 days A
	5 days
	9 days
	
	

	
	The % of renewal claims processed on time(
	78c
	74.59%
	82%
	84.08%
	85%
	To be deleted
	from
	2004/05
	
	
	

	
	The % of cases for which the calculation of the amount of benefit due was correct on the basis of the information available for the decision for a sample of cases checked post-decision.                                                       (
	79a
	94%
	92.4%
	96.2%
	94.3%
	97.5% A
	98%
	98.5%
	99%
	
	

	
	The % of recoverable overpayments (excluding Council Tax Benefit) that were  recovered in the year.                                   (
	79b
	34%
	42.5%
	39.69%
	47.6%
	42% A
	44% A
	46%
	55%
	
	

	
	Satisfaction with contact access facilities at the benefit office                                           (
	80a
	82%

(2000/01)
	
	Awaiting

results from ODPM
	87%
	
	
	
	84%
	
	

	
	Satisfaction with the service in the benefit office.                                                            (
	80b
	81%

(2000/01)
	
	“
	86%
	
	
	
	85%
	
	

	
	Satisfaction with the telephone service.       (
	80c
	73%

(2000/01)
	
	“
	78%
	
	
	
	75%
	
	

	
	Satisfaction with the staff in the 

benefit office.                                                (
	80d
	82%

(2000/01)
	
	“
	87%
	
	
	
	78%
	
	

	
	Satisfaction with the clarity etc of forms and leaflets.                                                         (
	80e
	69%

(2000/01)
	
	“
	74%
	
	
	
	68%
	
	

	
	Satisfaction with the time taken to make a decision.                                                       (
	80f
	80%

(2000/01)
	
	“
	85%
	
	
	
	74%
	
	

	
	Overall satisfaction with the benefits 

service.                                                         (
	80g
	This question was not asked in the last survey
	
	“
	91.5%
	
	
	
	N/A
	
	


	PLEDGE 6 – Creating Prosperity IN Salford                                                       PERFORMANCE MATRIX – OUTTURN DATA, TARGETS AND COMPARISONS

	Ref
	Sub Pledge/PI
	BVPI/LPI No.
	2001/02
	2002/03
	2003/04
	Targets
	Benchmark
	How have we performed?
	Are we on target?

	
	
	
	Actual
	Actual
	Actual
	Target
	2004/05 Target
	2005/06 Target
	2006/07 Target
	Top Quartile 2002/03
	
	

	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13

	
	Promoting the City as a location of choice for people and investment
	BVPI/LPI No.
	
	
	
	
	
	
	
	
	
	

	
	The % of Council Tax collected.                   (
	9
	88.8%
	90.3%
	91.4%
	91.2%
	92%A
	93%A
	94%
	98%
	
	

	
	The % of  standard land searches carried out in 10 working days.                                      (
	179
	90.33%
	91.81%
	98.54%
	96%
	99%


	99.5%


	100%
	100%
	
	

	
	Supporting businesses and maximizing employment opportunities
	
	
	
	
	
	
	
	
	
	
	

	
	The % of invoices for commercial goods and services that were paid by the authority within 30 days of such invoices being received by the authority.                             (
	8
	78.3%
	82.5%
	88.7%
	100%
	100%

94%
	100%

95%
	100%

96%
	100%
	
	

	
	Maximising public and private investment to regenerate the City 
	
	
	
	
	
	
	
	
	
	
	

	
	Council Tax arrears collected as a % of the total amount due.                                         (
	LPI 27
	21.33%
	33.85%
	47.34%
	33.85%
	30%


	30%


	30%
	N/A
	
	

	
	The % variation of outstanding debt greater than 30 days old                                          (
	LPI 28
	5.7% reduction
	45.4% reduction
	31.2%
	10% reduction
	10%

reduction
	10%

reduction
	10%

reduction
	N/A
	
	

	
	The % variation of outstanding debt greater than 60 days old                                          (
	LPI 51
	
	
	
	
	10%

reduction
	10%

reduction
	10%

reduction
	N/A
	
	

	
	The average cost of collecting Council Tax for every home that has to pay.                    (        
	LPI 29
	£9.59
	£11.11
	£13.67
	£9.59
	£9.59

Change to definition of indicator
	£9.59

Change to definition of indicator
	
	N/A
	
	

	
	The average cost of handling a Housing Benefit or Council Tax Claim.                       (
	LPI 30
	£83.83
	£94.94
	£107.97 
	£73.03
	£67.63

Change to definition of indicator

	£62.23

Change to definition of indicator
	
	N/A
	
	

	
	The % of non – domestic rates due for the financial year which were received by the authority.                                                      (   
	10
	95.8%
	96.2%
	97%
	96.4%
	98%A
	98.5%A
	99%
	99%
	
	


	PLEDGE 7 – Enhancing Life In Salford                                                               PERFORMANCE MATRIX – OUTTURN DATA, TARGETS AND COMPARISONS

	Ref
	Sub Pledge/PI
	BVPI/LPI No.
	2001/02
	2002/03
	2003/04
	Targets
	Benchmark
	How have we performed?
	Are we on target?

	
	
	
	Actual
	Actual
	Actual
	Target
	2004/05 Target
	2005/06 Target
	2006/07 Target
	Top Quartile 2002/03
	
	

	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13

	
	The energy consumption /(kw per square metre) of local authority operational property, compared with compatible buildings in the UK as a whole – fossil fuels.                        (
	180a(i)
	
	159 Kw/m2
	Not to be produced for 2003/04
	158 Kw/m2
	Awaiting guidance from ODPM
	
	
	?
	
	

	
	The energy consumption (kw per square metre) of local authority operational property, compared with compatible buildings in the UK as a whole – fossil fuels.                        (
	180a(ii)
	
	534 Kw/m2
	“
	533 Kw/m2
	Awaiting guidance from ODPM
	
	
	?
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Appendix A  

Performance against BVPI’s and LPI’s contained within the BVPP 2002/3, and targets up to 2007
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CUSTOMER SERVICES
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Section 1

Benefits Service Vision

INTRODUCTION

Customer Services (which includes the council tax and benefits service) is the largest Division within Corporate Services Directorate with over 300 staff.  It provides a vital range of services to the citizens of Salford and is also responsible for the delivery of the City Councils ambitious modernisation plans contained within the e-government strategy People Not Technology, and leads the City Council E-Government Pathfinder programme. This document should be read in conjunction with the Corporate Services Directorate’s Service Plan as it sets out much give greater information about the aims and objectives, planned activities and monitoring measures in operation within such a critical area as Customer Services. 

CONTEXT OF THE SERVICE

Customer Services operates within a corporate framework that sets out the policies and strategies for the authority.  An illustration of the corporate context is set out below.

	Mission  
	“To create the best possible quality of life for the people of Salford”
	D

R

I

V

E

R

S

	Council Pledges
	· Encouraging learning, leisure and creativity 

· Creating prosperity

· Improving health                          

· Reducing crime

· Promoting inclusion

· Investing in young people

· Enhancing life
	

	Relevant

National Framework
	· National Performance Standards and Best Value Indicators

· National legislative framework 
· Central government partners and policies 
	

	Relevant 

Requirements
	· Providing benefits services

· Providing front line single point of access to council services 

· Collecting revenue

· E Government

· Promoting Social inclusion through ICT
	


	Customer 

Service Strategic

Aims
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	· Improved and modernised customer service through organisational transformation and e-government

· Providing a secure gateway to accurate benefits services

· Promoting social and community cohesion through outreach work, improving access and take up in the community

· Minimising barriers to work and reduce social exclusion through the ICT programme and the benefits service

· Working with partners within and outside the Salford partnership to deliver joined up service

· Strengthening relationships with customers through provision of improved and modernised access to services and acting on feedback from them

· Providing clear accountability and probity in cost effective delivery and performance management, reducing fraud and error

· Provide the appropriate framework to deter, identify and investigate potential or actual benefits fraud

· Reducing overpayment and recovering debt

· Maximising growth and improvement opportunities for the benefit of customers
	A

I

M

S

	Managing delivery
	· Providing leadership and commitment

· Building capacity for change and skills development for managers and staff 

· Developing clear realistic and accountable performance measures

· Managing projects and business change minimising risk and slippage 

· Assuring Business Continuity Planning

· Fund and Budget management

· Benchmarking dissemination and marketing
	


	Organisation and service

delivery arms
	· Contact Centre

· Customer Service Centres

· Web Enabled Service delivery

· Home and teleworking

· Multi agency delivery

· Social Inclusion and community cohesion through ICT outreach and benefit take up
	E

N

A

B

L

E

R

S

	Infrastructure
	· Physical multi site asset management

· Access to ICT infrastructure

· Development of CRM and LOCTA

· Document Management
	


POLICIES AND STRATEGIES

Relating specifically to the Benefits Service, the following policies are in place:

· Benefits take-up strategy

· Overpayments strategy

· Benefits Anti-Fraud statement

· Overpayment write-off strategy

· Benefits prosecution policy

In addition to these a range of corporate policies are already in place. There are various other policies currently in development. These include;

· Corporate anti-poverty strategy

· Salford Employment Plan and

· A Corporate Debt Recovery Policy

TURNING STRATEGY TO REALITY

There are a range of action plans specifically within the benefits service.  These include:

· A benefits take up action plan which sets out roles and responsibilities for ensuring effective take up

· Overpayments action plan

· Debt write off action plan

· Our Performance Standards Action Plan

· Our Best Value Performance Improvement Plan for the next three years (See below)

· Our staff training and development plans which are updated at least yearly

· Our service plan

· Our three year plan to meet BV performance indicators

Section 2 – Service Profile

Service Area / Unit:
Customer Services

Service Manager:

Martin Vickers

Main purpose of service:

To provide a vital range of customer services to the citizens of Salford e.g. NPHL, Libraries, Environmental Services, Council Tax and Benefits, Housing Benefits, Registrars and Job Applications. 

Responsible for the development and implementation of the council’s collaborative service delivery model, “Think Customer”.

Description of service and how it is delivered:

· Providing front line single point of access to council services across face to face telephony solutions
· Providing council tax, business rates and benefits administration / advice services

· Collecting revenue for the City Council, across all income funds

· Promoting social inclusion through ICT

Delivered through:

· Contact Centre

· Customer Service Centres, across a variety of outlets throughout the city

· Customer payment facilities nationwide, at Post Offices and selected shops within the Paypoint network

· Web enabled service delivery

· Home and Teleworking

· Multi agency delivery

· Social inclusion and community cohesion through ICT outreach and benefit takeup
Volumes: 100,000+ households and 8000 businesses in Salford: 600,000 calls, 30,000 benefit recipients.
Community groups: 1,000.

Organisational details:

Salford Direct is led by a Head of Service, with two operational units, one dealing with telephony and face to face advice services (External Services) and the other with account management and processing (Internal Services).

External Services

Call Centre

Telephony services are provided via a corporate Call Centre. The Call Centre acts as the first point of contact for customers of the following business units: NPHL, Libraries, Environmental Services, Council Tax and Benefits, Registrars and Job Applications. The Call Centre is resourced using customer service professionals who are responsible for dealing with service specific enquiries in an efficient and holistic manner.

Advice Services

Face-to-face enquiries are dealt with via the Advice Services team. This is a group of customer service professionals who deal with customer enquiries in respect of Council Tax, Private and Public Sector Housing Benefits and New Prospect Housing Ltd. The team is located at the Civic Centre as is the main Customer Service outlet, however the team also provides outreach work in area housing offices, advice surgeries in partnership with the PCT, libraries and Housing Associations, and road shows in locations such as sheltered accommodation.

Internal Services
Account management includes: Council Tax, Business Rates, Document Management Services, and the Cash Receipting and Income Service.

Processing includes: Council Tax Benefit and Housing Benefit Administration, Benefit Investigations and Payment Control work.

300 staff organised as shown in the attached organisational structure at Section 8.

Financial statement:

Gross cost of service = £7,257,000.

Assets:

· Council Tax and Benefits system

· Business Rates system (Pericles)

· Document Management system (Iclipse)

· Fraud Management system (FIMS)

· Verification Framework system (VBAF)

· Receipting and Income system (PARIS)

· Automatic Call Distribution system (ACD)

· Customer Relationship Management systems (CITIZEN)

· Accommodation – various accommodation across the Civic Centre campus, Swinton

· Approximately 300 high specification personal computers

· Turrets 

· Headsets

· Wallboards
External links / partnerships / contracts:

External links and partners:

Locally, considerable work has been undertaken to develop our plans for improved, joined up services for all Salford Direct customers.

To this end Salford leads the following partnership ventures:

· Work with Salford PCT and other partners to move towards the delivery of a cross-cutting collaborative service model, and, particularly, to integrate front line services in anticipation of the delivery of four new health and social care centres under the LIFT Project.

· Work to ensure improved customer access to other Government departments including the Pensions Service, IDeA, Job Centre Plus and the Valuation Office through outreach work and our takeup strategy.

· Work with the Community Legal Service Partnership (CLASP), Citizens Advice Bureau and Welfare Rights to deliver improved access to advocacy services.

· Considerable efforts to support local Landlords, primarily revolving around the Benefits Administration service.

· Various relationships with external contractors including IT systems, the Post Office / Paypoint collection network, the Cooperative Bank, and through our relationships with external debt collection companies.

· Service Level Agreements have been introduced with all major service partners including: 

· Job Centre Plus

· Rent Officer Service

· Valuation Agency

· Pensions Agency

· Housing Associations

· Accredited Landlords

· Welfare Rights Unit

· New Prospect Housing Limited

Contractual and legal obligations:

· The City Council retains legal liability for the administration of benefits and applications for subsidy regardless of provider arrangements

· Similar arrangements apply in relation to accountability for the collection of council tax and business rates

· The Secretary of State places restrictions on who can verify evidence for benefits purposes

· There are ongoing contractual arrangements in terms of accountability for expenditure of grants being managed through community telematics
Section 3 – Position Statement

Current business - growing / receding / static:

Expanding demand closely matches capacity. Attrition rates are currently being monitored across Internal and External Services in view of national trends relating to customer services representatives and benefits processors.

Seasonal peaks and troughs smoothed out by generic training and working.

Customers - types / demands / trends / satisfaction:

· Community of Salford

· Private businesses

· Elected members

· Other directorates

· Other local authorities

· External agencies such as:  PCT, Citizens Advice Bureaux, housing agencies, DSS, Benefits Agency

The highest levels of customer satisfaction so far were recorded during January 2003, with 33% of customers being very satisfied, and 62% being satisfied with the service they had received.

Strengths, weaknesses, opportunities, threats:

Strengths:

· Unique value of service integration and satisfaction viewed as an innovator across local government family.

· Strong ownership of service by staff and stakeholders.
· High levels of customer satisfaction.
· Maintenance of 4 star CPA rating for benefits.
· Charter Mark award for Salford Direct (April 2003).
· Beacon status for Benefits (April 2004).
Weaknesses:

· Constraints of existing accommodation, in terms of future service expansion.

· Physical security of building.

· Rising customer expectations to be met by a limited budget.

· Maintaining performance levels as we support others to achieve business goals e.g. NPHL.

Opportunities:

· Increased flexibility by increase in homeworking / teleworking.

· Attracting funding for innovative working.

· Potential to attract other local authorities' business and other new work.

· Potential Operational /Technical Partnership arrangements.

· Key player in the development and implementation of the council’s “Think Customer” strategy.

· Further development of LIFT.

· Beacon status for Benefits service.

· More joined up outreach work within Customer Services and with our service partners.
Threats:

· Legislative changes bringing in new work, which could result in inability to respond to policy changes.
· Maintaining current CPA rating for Benefits.
Competitors including any aspects of the service that make it unique:

Competitors:

· Call Centre providers

· Other providers in the same business areas

Unique factors:

· Unique customer base and profile.

· Integrated provision across all channels including social inclusion.

· High levels of service quality and customer satisfaction.

· High level of staff satisfaction and low attrition rates – bucks the national trend for call centres

· Leading innovation and delivery nationally.

· Highly competitive price.

· The range and depth of services offered.

Performance assessment over the last four years:

· Charter Mark award for Salford Direct (April 2003).

· Maintained 4 star CPA rating for the Benefits service.

· Beacon status for Benefits service awarded April 2004.

· Have been recognised through E-Government Pathfinder status as a leading national performer in respect of Call Centre developments within the public sector. The Call Centre service has been highlighted in the National Audit Office’s report on e-government and Salford Direct, and there have been a large number of site visits from other authorities that wish to learn from our experiences.

· Delivered approx 130 SLA’s.

· Salford Direct continues to maintain high satisfaction levels from its customers, service partners and its staff.

· Have successfully tackled major organisational and procedural change through Benefits centralisation and Verification Framework implementation.

· Successfully implemented seven new computer systems.

· Introduced nine new services within the Call Centre – most notably NPHL within 8 weeks.

· Collected approx £5m electronically (2003/04) and increased Direct Debit takeup by approx 30%.

· Achieved top quartile benefits processing BVPI’s.

· Implemented the single biggest homeworking project within the benefits service area.

For a summary of our performance during 2003/04 against BVPI's / LPI's, see section 7.

SECTION 4 - FUTURE PLANS

Where do we want to be?

How do we get there?

Major improvements planned for the next 12 months:

· Delivery of joined up services with the PCT through the development and further implementation of the LIFT scheme will lead to increased access opportunities to a diverse range of services across the City.

· Provision of council tax and benefits advice services throughout the authority’s libraries network.

· Further rollout of additional council services within the Call Centre / One Stop Shop environment in line with delivery of the council’s “Think Customer” strategy.

· Leading the corporate rollout of Document Management system across the council in conjunction with ICT Services.

· Develop integrated income maximization / debt collection work programmes in collaboration with other agencies.

· Development of Customer Services' Business Continuity Plan.

· Implementation and development of major computerised systems (Council Tax and Benefits, CITIZEN and PARIS).

· Continue to seek external recognition for our efforts via IIP and community Legal Partnership accreditation, IRRV team of the year, BFI annual report etc.

Further expected changes over next 3 years:

· Significant legislative changes in the benefits service over the next 3 years.

· New national banding and re-valuations expected in council tax / business rates.

· Legislative changes to Registrars function are proposed.

· Community telematics is set to emerge as a key council and national priority as takeup issues relating to e-government begin to take hold.

Future aims, objectives and priorities:

· Improved and modernised customer service through organisational transformation and e-government

· Providing a secure gateway to accurate benefits services

· Promoting social and community cohesion through outreach work, improving access and takeup in the community

· Minimising barriers to work and reducing social exclusion through ICT programme and the benefits service

· Working with partners within and outside the Salford partnership to deliver joined up service e.g. LIFT scheme

· Strengthening relationships with customers through provision of improved and modernised access to services and acting on feedback from them

· Providing clear accountability and probity in cost effective delivery and performance management, reducing fraud and error

· Reducing over payment and recovering debt

· Maximising growth and improvement opportunities for the benefit of customers
· Maximising cash collection (improved recovery timetables).
· Utilising new recovery procedures on debts (private sector bailiffs, statutory demands and bankruptcy proceedings).
Future service offerings:

· Major role in CRM development

· Beacon dissemination programme

· Further development of payment opportunities and corporate debt collection

· LIFT Centre developments

· Further rollout of homeworking plan as a Department of Work and Pensions Pathfinder authority

· Consider potential of 24/7 service delivery

· Corporate rollout of Document Management system

· Development of centralised document management administrative function

Plans - operational, resources, investment, training:

The Service has developed clear strategic plans/policies which provide the framework for the successful implementation of the Business Plan. These include:

· Performance Improvement Plans

· Best Value Performance Plan

· Performance Framework Action Plan

· CPA Improvement Plan

· Benefits Take-up Strategy

· Staff Development Plan

· Benefits Training Plan

· Corporate Debt Recovery Policy

· Overpayments Recovery Strategy

· Implementing Electronic Government Statement

· Prosecution Policy

· Fraud Investigations Business Plan

For planned improvements and targets for 2004/05 see sections 5 and 6.

Marketing and promotion:

Significant work has been undertaken in recent years to raise the profile of Salford Direct locally and nationally. Such work has involved extensive work within the community and with service partners, and in leading the way nationally on initiatives such as e-government and within Benefits administration. We have appointed a Business Development Manager who has already made significant progress in this area.

Partnering initiatives:

· LIFT Centres

· A number of software developers in respect of the various IT systems

· Providing joined up health and benefits advice through joint use of resources and improved take up of services

· Provision of a single point of contact to facilitate effective delivery of multi-agency services, in line with the collaborative service delivery model "Think Customer", and in conjunction with Manchester Business School, to those who are either anticipating or undergoing a bereavement

Risk plan:

· Significant legislative changes expected in the benefits service, which are difficult to forecast and specify.

· Beacon status.

· Failure of CITIZEN system to deliver expected benefits.

· Inadequate business continuity / disaster recovery planning.

· Potential insufficient resources and skills to deliver the substantial change agenda.

· Replacement of Council Tax and Benefits system.

· Integration of services with LIFT and associated timescales.

· Our reliance on operational partners within the collaborative service delivery model, and associated affordability issues.

· Accommodation.

Critical success factors / obstacles to success

Obstacles:

· Initiative overload - unclear prioritisation and no control over workloads.

· Inadequate accommodation, which is unable to meet changed requirements.

· Insufficient long term funding for planned investment projects.

· Reliance on our partners within the collaborative service delivery model.

Section 5

Planned Service Improvements for 2004/05 and their linkages to council pledges, community plan themes and leadership priorities
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Section 6

Customer Services

Planned Service Improvements for 2004/5

	Performance Improvement Plans – Future Targets



	Future Target
	Target Dates

	
	

	· Think Customer - To introduce the following additional services into the Contact Centre.
· Reporting faults in connection with highways and traffic / transportation

· Reporting hate crime incidents centrally (BVPI's 174 and 175)

· Applications for free school meals


	31st March 2005

	To gain acceptance of a multi-agency model to deliver joined up services around bereavement.


	30th June 2004

	· LIFT - To further develop the delivery of joined up services around the life events model of service delivery.

· Working closely with the PCT to facilitate and deliver the Patient Advisory Liaison Scheme (PALS)

· Proactively promote awareness of health issues e.g. sexual health screening


	31st March 2005

	· CRM - Implementation of a number of new service areas into the Contact Centre and face to face environment.

· Planning (Development Control and Building Control)

· E-surgeries for Members

· Elections

· Further licensing applications


	31st March 2005

	· Accommodation 
· Development of Customer Services accommodation strategy, which complies with BVPI 156 - Disabled Access to Buildings.

· Pilot homeworking within the Contact Centre.

· Increase homeworking numbers from 50 employees to 70 employees.


	30th September 2004

30th June 2004

31st March 2005

	· Council Tax and Benefit system - Implementation of replacement system.


	31st December 2004

	· BFI - To complete delivery of action plan.
	31st March 2005

	· External Accreditation 

· Investors in People accreditation for all business areas within Customer Services.

· Achieve the Community Legal Services Quality Mark in respect of External Services.

· Continue to meet the requirements of the Charter Mark standard.


	31st March 2005

31st March 2005

31st March 2005

	· Staff Development

· Develop Customer Services' Induction programme.

· Maintain commitment to ECDL Programme by training 30 additional  employees during 2004/05.

· External Services' Training and Development Plan to be developed.

· Increase NVQ attainment levels from 80 to 120 employees during 2004/05.

· Continued development of CITIZEN CRM system as each new service is implemented within External Services to provide user-friendly access to information for all front line staff.

· Maximise opportunities for integrating our training and development programme with the PCT in terms of preparation for LIFT.

· Develop staff pledges.


	31st July 2004

31st March 2005

31st May 2004

31st March 2005

31st March 2005

31st March 2005

31st May 2004

	· CPA - To conclude delivery of the Performance Framework Action Plan.


	31st March 2005

	· SLA's 
· Completion of all SLA documentation.

· Development of appropriate monitoring processes.


	30th April 2004

31st May 2004

	· Joined-up Working - To produce a plan to deliver joined - up outreach working across Customer Services and our service partners.


	30th June 2004

	· Document Management
· Development of corporate rollout plan.

· Achievement of year 1 plan.


	31st May 2004

31st March 2005


	· Community Telematics
· Develop the ICT skills of 500 citizens either in group or one-to-one support

· Help communities to develop community based facilities

· Assist 50 community groups to build their own websites and develop the ICT skills of 300 individuals

· Attract external funding to continue developing ICT community capacity building - training and assisting the creation of an on-line community.


	31st March 2005



	· Beacon Status
· Meet all activities contained within the Learning Activities Calendar.

· Deliver the four theme commitments as follows: People not Technology, Success depends upon staff, How we moved from 0 star to 4 star and Partnership Working Works.


	31st March 2005

	· Increasing electronic payments

· To increase PARIS users from 395 to 440.

· To increase internet payments from 4847 to 5500.
· To increase automated phone payments from 7231 to 7950.

· To increase direct debit payment of council tax from 372,914 to 400,000.

· To increase direct debit payment of business rates from31,579 to 34,700.


	31st March 2005

31st March 2005

31st March 2005

31st March 2005

31st March 2005

	· Corporate Debt Policy

· To develop and seek approval for a corporate debt policy by end of May 2004.

· To implement the corporate debt policy action plan by end June 2004.


	31st May 2004

30th June 2004


Section 7

Best Value Performance Indicator Targets  2004/07– Revenues and Benefits
	Indicator
	Description
	Top quartile performance
	 Target

2003/04
	 Performance

2003/04
	Proposed Targets

	
	
	
	
	
	2004/5
	2005/6
	2006/7

	
	
	
	
	
	
	
	

	BVPI 9
	Council Tax Collection
	98.0%
	91.2%
	91.4%
	92.0%
	93.0%
	94.0%

	BVPI 10
	NNDR Collection
	99.0%
	96.4%
	97.0%
	98.0%
	98.5%
	99.0%

	BVPI 76a
	Number of visits per 1000 caseload
	-
	9,900 pa 

330 visit per 1000
	5,005 pa

166.88 visits per 1000
	6,040

201.3 visits per 1000
	6,040

201.3 visits 

per 1000
	6,040

201.3 visits

 per 1000

	BVPI 76b
	Number of Fraud Investigators per 1000 caseload
	-
	0.25 per 1,000 

= 7.5 fte
	0.268 per 1,000 

= 10 fte
	0.33 per

1,000

= 10 fte
	0.33 per

1,000

= 10 fte
	0.33 per

1,000

= 10 fte

	BVPI 76c
	No of Fraud Investigations per 1000 caseload
	-
	990

33 per 1000
	777

25.91 per 1000 
	800

26.66 per 1000
	800

26.66 per 

1000
	800

26.66 per 

1000

	BVPI 76d
	Prosecutions and Sanctions per 1000 caseload
	-
	30

1 per

1,000
	34

1.13 per 

1,000
	39 

1.30 per

1,000
	44

1.47 per

1,000
	49

1.63 per

1,000

	BVPI 78a
	HB/CTB New Claims
	36 days
	48.5 days
	31.2 days
	28 days
	26 days
	24 days

	BVPI 78b
	HB/CTB Change of Circumstances
	9 days
	30 days
	19.68 days
	15 days
	10 days
	5 days

	BVPI 78c
	HB/CTB Renewal
	 83%
	85%
	84.08%
	To be 
	Deleted  2004
	- 

	BVPI 79a
	HB/CTB Accuracy
	N/A
	94.3%
	96.2%              
	97.5%
	98%
	98.5.%

	BVPI 79b
	HB Overpayment Recovery
	N/A
	47.6%
	39.69%
	42%
	44%
	46%

	LPI 27
	Council Tax Arrears Collection
	N/A
	33.85%
	47.34%
	30%
	30%
	30%

	LPI 29
	Cost of collecting Council Tax
	N/A
	£9.59
	£13.67
	£1.32m + PA
	2004/5 + PA
	2005/6 + PA

	LPI 30
	Cost of HB/CTB claim
	N/A
	£73.03
	£107.97
	£4.46m + PA
	2004/5 + PA
	2005/6 + PA


Section 8- Organisational Structure of CUSTOMER SERVICES DIVISION as at 1 March 2004
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Appendix B2
FINANCE BUSINESS PLAN

2004/05

SECTION 1:  Service Profile

SECTION 2:  Position statement

SECTION 3:  Future plans

SECTION 1 - SERVICE PROFILE

Service Area / Unit:



Finance

Service Manager:


John Spink - Head of Finance

Main Purpose of Service:

To provide a comprehensive range of financial services principally to the City Council in the most efficient, effective and economic manner.

Description of service and how it is delivered:


Accountancy :
A highly decentralised service with outstationed teams in each directorate, supported by a central team undertaking corporate accountancy work.  The service includes budgeting, budget monitoring, preparation of accounts and the provision of financial advice.  Also included is financial support to Salford schools and the administration of charges and client affairs in respect of Social Services clients.  Specialist support is also provided in relation to PFI projects and Tax/VAT advice.

Internal Audit : 
A centralised unit providing risk-based audit services to a variety of clients including the City Council, Greater Manchester Police / Police Authority, New Prospect Housing Limited (NPHL), Salford Leisure Trust Limited (SLT) and the North West learning Grid (NWLG).  The Unit’s principal activity is the conduct of operational business risk assessments on business units and systems under development.  From April 2004, the Unit will also provide a comprehensive computer audit service to a variety of authorities as part of the AGMA joint working initiative.

Risk Management
A centralised unit traditionally involved with the management of the council’s insurance portfolio, but more recently with the development and maintenance of the corporate governance framework for its major clients.

Energy Management :
A small, centralised unit having responsibility for the identification and implementation of energy saving initiatives throughout the authority.  More recently, the unit has also been tasked with undertaking environmental audits of the council’s activities.

Payroll : 
A centralised unit established in January 2001 providing a payroll service for City Council employees (excluding some schools), New Prospect Housing Ltd (NPHL) its arms length housing management company, Salford Community Leisure (SCL) and a few other small organisations.  There are around 10,000 employees on the payroll.  In addition the unit undertakes pensions administration and liaison with the Greater Manchester Pensions Fund and Teachers Pensions Agency.

Debtors : 
A centralised unit created in January 2001 which produces and despatches all bills for council, NPHL and SCL services (other than council tax, business rates and council house rents).  Around 22,000 bills are raised annually.  The team is also responsible for collecting the income and recovering outstanding debts.

Creditors : 
A centralised team established in January 2001 which pays all invoices raised on the City Council, NPHL and SCL  Approximately 150,000 invoices per annum are processed.  The unit also administers the Construction Industry Tax Scheme.

Purchasing : 
A centralised unit established in October 2000 which administers corporate contracts for the supply of goods and services to all directorates of the City Council, including a number of contracts on behalf of LAPP, a consortium of Greater Manchester authorities.  The unit provides purchasing advice and processes all orders to suppliers. 

SAP Team :
This team was responsible for the implementation of the SAP R/3 resource management system across the City Council in 2000/01.  The system includes general ledger, accounts payable, accounts receivable, purchasing, payroll, organisation and management, training and recruitment modules.  The team supports over 750 users of the system and is also responsible for the future use and development of SAP in consultation with directorates.

Organisational details:

	Staffing
	Accountancy
	Internal

Audit, Risk & Energy Management
	Payroll
	Debtors
	Creditors
	Purchasing
	SAP

Team
	Total

	Total
	107
	39
	36
	11
	14
	14
	10
	231

	
	
	
	
	
	
	
	
	

	of whom :

Qualified

Part-qualified

Unqualified
	14

26

67
	8

31
	1.25

34.75
	0.25

10.75
	0.25

13.75
	1.25

12.75


	10
	25

26

180


** = Accountancy includes specialist teams in :

· Social Services - to deal with charging policy means assessment and clients' affairs

· Education - to provide financial support to schools and administer student awards

Financial statement:

	
	Accountancy
	Internal

Audit, Risk & Energy Management
	Payroll
	Debtors
	Creditors
	Purchasing
	SAP

Team
	Total

	
	£000’s
	£000’s
	£000’s
	£000’s
	£000’s
	£000’s
	£000’s
	£000’s

	Budget
	3,331
	1,268
	783
	332
	308
	351
	1,046
	7,419


Assets:


Major assets include:

SAP R/3 integrated resource management system covering general ledger, payroll, debtors, creditor payments, purchase ordering and human resource management.

All staff have PC’s installed with Microsoft Office, SAP and other specific software.

External links/partnerships/contracts:



Accountancy :

Co-operative Bank plc - bankers

Sector Treasury Services – borrowing, investment and banking advice

Internal Audit :

Methodware - audit software

Risk Management and Insurance
AON Ltd - insurance brokerage

Debtors :

Moorcroft - arrears recovery

Controlaccount - arrears recovery

Creditors :

Anite Public Sector - document imaging of all creditor invoices

SAP team :

SAP - resource management system

Axon Solutions – SAP system/application support and consultancy

SECTION 2 - POSITION STATEMENT

Current business- growing/receding/static


Accountancy:
The demand for accountancy services is expanding particularly in specialised areas such as support for new government grant regimes, PFI and PPP.  There has also an increasing requirement for the provision of financial advice.  There are also potential threats that could result in a reduction in business depending on decisions that could be taken in relation to the service required for NPHL, SCL, elderly persons trust and also the potential for schools to opt for other providers.

Audit & Risk
Demand for the Unit’s services is growing, with additional requests for a number of 

Management:
ad hoc services.  The Computer Audit service in particular has expanded to provide joint service delivery for the majority of neighbouring AGMA authorities.

Payroll:
Following centralisation in January 2001 significant problems were encountered by the service.  Partly as a result of these problems 25 schools chose to move to other payroll service providers.  The payroll service has now improved and eight of these schools have now returned to the Council service.  With the investment made in SAP there is potential to provide a payroll service to other organisations although this has not been actively pursued to date.  Access to the service for schools via the Education Brokerage could facilitate this development.

Debtors:
The level of business is reasonably constant.  Bills for commercial rents and Social Services accommodation charges represent the most significant area of activity.  Methods of charging are reviewed on an ongoing basis to get payment in advance for services where possible.

Creditors:
The workload of the team has been reasonably static in the last two years.  Purchasing and invoicing procedures are being reviewed in consultation with major suppliers which should lead to a reduction in invoice numbers.

Purchasing:
The workload relating to contract negotiation and development is increasing together with the provision of procurement advice on tendering etc.  The volume of purchase orders processed is likely to reduce as purchasing procedures are reviewed and e-procurement solutions are implemented.

SAP Team:
The level of business has increased significantly as additional SAP modules have been implemented.  Demand for the development and implementation of SAP solutions has increased.  There is an ambitious development plan for the utilisation of SAP to facilitate operational efficiency.

Customers - Types/demands/trends/satisfactions


Accountancy :
Service provided to all Council directorates, NPHL, SCL and 99 schools.  The service is well regarded and appreciated by client directorates - particularly the fact that accountancy teams are outstationed.  As a result the level of business is increasing.  Accounting efficiency has been significantly improved with the use of SAP.
Internal Audit: 
Internally - All directorates of the City Council, including NPHL and all schools.


Externally - Greater Manchester Police / Police Authority, SLT, NWLG, other authorities for the Computer Audit service, Audit Commission.  The service is well regarded and appreciated by its client directorates and has established itself as a national leader amongst local authorities in its risk-based approach to internal audit.


The Audit Commission place reliance upon Internal Audit for Managed Audits.

Risk Management 
All directorates of the City Council, including NPHL and SCL.

& Insurance :


Energy Management:
All directorates of the City Council, including NPHL and SCL.
Payroll : 
Service provided for the employees of all Council directorates, NPHL, SCL and all except 16 schools who have chosen their own provider.  There are also external customers such as Eccles College and Salfordian - The service suffered from a poor reputation following it’s centralisation in January 2001 but has succeeded in improving its service and reputation amongst its clients in the last two years.

Debtors : 
Raises bills and collects income for all directorates, NPHL and SCL.  There is a good working relationship with other directorates and joint initiatives have been developed to improve debt collection.  Debt collection performance has improved significantly in the last two years.

Creditors : 
Pays invoices on behalf of all directorates, NPHL and SCL (but not schools).  Generally a good working relationship with directorates.  Implemented the electronic imaging of invoices in 2002 to make them accessible to a wide range of finance staff.  This has significantly improved the image of the service.  Payment performance has improved significantly in the last year.

Purchasing : 
Provided to all directorates, NPHL, SCL and most schools who have chosen to receive the service.  There are also other local authorities for which LAPP contracts are negotiated and administered.  There is generally a good working relationship with directorates.

SAP :
Support and development of the SAP system which is used by all directorates, NPHL and SCL.  The scale of change involved has meant addressing difficult issues with directorates.  Now that the system is established there is general support for the SAP Project and working relationships are generally good.

Strengths, weaknesses, opportunities and threats :

Accountancy

Strengths
Outstationed model results in responsive, tailored and customer led service which is accessible to and appreciated by the client


Good working relationships within Directorates


Reliability


Very experienced staff


Training and development programme.

Weaknesses
Demand has exceeded capacity in Chief Executives – particularly to support new grant regimes and housing strategy


Remote from line management


Inflexible structures 


Additional staff skills required


IT hardware will need upgrade/renewal on an ongoing basis.

Opportunities
Increasing demand from directorates for financial advice services


Further development of SAP to improve financial reports for service managers


Partnerships with Salford Primary Care Trust (Community and Social Services)


PFI (Education & Leisure).

Threats
Loss of experienced staff


Difficulty in recruiting CIPFA qualified staff


Reduction in the customer base in relation to NPHL, SCL.

Internal Audit;..Risk Management & Insurance;..Energy Management

Strengths
Risk-based methodology


Audit Committee support


Relationship with external audit

Good client perception and relationships


Diversity of services offered


Experienced staff with good local knowledge


Automation of audit process


Relatively low cost base


High quality, as evidenced by benchmarking


Low staff turnover


High staff morale


Well trained staff.

Weaknesses
Low qualification base


Low vfm activity


Complicated decision-making structure


Audit Needs Assessments not dynamic


Appraisal and Training Needs process not embedded.
Opportunities
Control Risk Self-Assessment


New contracts e.g. Other GM districts, brokerage.


“Paperless Audit”.

Threats
Brokerage of services e.g. schools SLA


Inability to recruit / retain quality staff


Budget pressures may lead to service reductions


Loss of SLA services.

Payroll

Strengths
Experience of complicated local authority terms and conditions of service 


Good relationships with Finance/Personnel and pensions organisations


Skills/experience of team improving


Achievement of year-end targets


Improved marketing of service


Investment in improved call-handling systems to improve customer service


Benchmarking of service by Education Brokerage show high quality service.

Weaknesses
Some ongoing problems with SAP HR system, e.g. multiple employments


Inexperience of some staff


Multiple and continually changing conditions of service created by directorates for small groups of staff preclude standardisation of processes


GM benchmarks appear to show the service as high cost – subject to review.

Opportunities
Payroll Manager with experience of working in the commercial sector


Plenty of unused functionality within SAP HR system


Could work with other local authorities to deliver their payroll services e.g., public/public partnership working 


Potential to provide payroll for non-Salford schools under the brokerage arrangement  


SAP Centre of Excellence


Efficiency improvements from review of front-end processes/documentation


Streamlining processes with the development of Employee Self Service.

Threats
Ability of schools to opt out of our systems (particularly with the development of brokerage and service) and potentially NPHL and SCL as well


Possibility of Inland Revenue compliance audit


Perceptions of a poor service still exist despite major improvements in the service


Service improvements tend to go unnoticed


Strong competition in private sector.

Debtors

Strengths
Experienced and dedicated team committed to improving the service for the benefit of Salford Council


Up to date financial system (SAP)


Ability of staff to accommodate substantial workloads and deliver results within timescales


Good working relationships with Directorates


Significant improvement in debt recovery results


Improved working arrangements with Legal Services for debt recovery


Establishment of arrangements with external bailiffs.

Weaknesses
Restrictions on recovering specific debt due to political or sensitive reasons


Level of debt might be seen to reflect adversely on the effort of the team.

Opportunities
Potential to further develop staff skills and maximise the potential for SAP to incorporate more processes – training programme in place


Further development of service through new technology, dedicated management and conscientious team


Ability to undertake the payment process for other Local Authorities using SAP - could become a SAP Centre of Excellence.

Threats
Possible reduction in customer base e.g. NPHL, SCL.

Creditors

Strengths
Experienced and dedicated team committed to improving the service for the benefit of Salford Council


Up to date financial system (SAP)


Ability of staff to accommodate substantial workloads and deliver results within timescales


Improved performance in the payment of invoices within 30 days.

Weaknesses
Delays in paying invoices due to other Directorates not undertaking goods receipted element of the process or delaying authorisation of invoices


Need for additional investment in longer term for document imaging solution and progressing e-procurement agenda.

Opportunities
Development of document management to streamline the payment process


Development of e-purchasing could significantly reduce the number of invoices to be paid and improve efficiency


Potential to further develop staff skills and maximise the potential for SAP to incorporate more processes


Further development of service through new technology, dedicated management and conscientious team


Ability to undertake the payment process for other Local Authorities using SAP - could become a SAP Centre of Excellence.

Threats
Possible reduction in the customer base e.g. NPHL, SCL.

Purchasing

Strengths
Integrated Purchasing/Accounts Payable IT system (SAP) providing a sophisticated platform to corporately control spend on goods and services


Commitment of an experienced team and willingness to undertake tasks outside of remit


Purchasing one of the few local authority services where partnership arrangements are well established e.g., Consortium member since 1988


Implementation of pilot e-procurement process for stationery supplies


Establishment of Purchasing Development Team to progress e-procurement solutions.

Weaknesses
Reluctance/resistance from certain parts of certain Directorates to accept a corporate approach to purchasing


Inability or unwillingness of some to assist in developing SAP and streamlining purchasing processes


Determination of some individuals to source and purchase their own goods/services.

Opportunities
Further development and implementation of e-purchasing function and streamlining of the purchasing process


Continued development of staff in SAP skills


Continued development of SAP and related efficiency measures


Potential to undertake work for other local authorities


Well positioned to maximise e-commerce opportunities.

Threats
Order processing function is perceived as costly in relation to the service benefit provided.

SAP Team

Strengths
Technical skills of the team


Knowledge of our organisation


Close working relationship with e-government team


System and application support partnership with Axon Solutions.

Weaknesses
Level of resource available to take forward new developments


Meeting the demands of users.

Opportunities
Extending the scope of SAP


Provide a service to schools and other organisations


Improve management reporting facilities


Best Value Review of SAP for HR Management.

Threats
Lack of corporate approach for the development of SAP.

Competitors - including any aspects of the service that make it unique

Accountancy :
No known direct ‘competitors’ for local authority accountancy functions.  Outstationed approach has been in place for many years with most accountancy teams integrated with directorate finance/admin team.

Internal Audit : 
The services are widely available in both the public and private sectors.  Competition could, therefore, come from a variety of areas, including other local authorities.


The Unit has a unique approach to the way it conducts its business process reviews, which is one of its inherent strengths.  The experience gained in this area is now being used to embed the risk management process throughout the authority.

Payroll :
There are several organisations that could provide a payroll service and 16 schools have chosen to take this option.  The team also processes HR data and undertakes pensions administration.

Debtors :
It would be possible to outsource the billing and recovery of debt.  There is a close working relationship with client directorates particularly in areas of ‘sensitive’ debts, such as those to Social Services clients.

Creditors :
Other organisations could process invoices on behalf of the Council.  The existing team is able to respond quickly to changes in the organisation (e.g., NPHL, SCL) and in processes.

Purchasing :
No knowledge of direct ‘competitors’.  Purchasing service has detailed knowledge of the Council’s requirements and can respond accordingly.

SAP Team :
There are organisations who could support and develop SAP on an outsourced basis although this is likely to be at a significantly greater cost.  In-depth knowledge of directorate processes.

Performance assessment:

Performance across all service areas is monitored in detail on a monthly basis.  Targets are set annually which incorporate

· Management performance indicators

· Operational performance improvement plans

Achievements 2003/04

Accountancy

· Earlier closure of accounts – Statement of Accounts signed on 16th August 2004

· Improved CPA Auditor Judgement score

· Improvement in the quality of the accounts recognised by the District Auditor

· Developing the three-year budget strategy  for the City Council

· Implementation of PARIS cash accounting and the establishment of monthly cash and bank reconciliation procedures

· Establishing accountancy arrangements for Salford Community Leisure

· Providing regular technical briefings for accountants

· Introducing the Prudential Code for capital finance

Internal Audit and Risk Management

Payroll
· Issuing statutory tax forms (P60 and P11D) to employees by the due dates

· Submitting statutory payroll return to the Inland Revenue, Teachers Pensions Service and Greater Manchester Pensions Authority by the due dates

· Investing in the development of the Payroll Contact Centre to improve the service to employees

· Developing the inclusion of payroll services within the Education Brokerage arrangements for schools

· Excellent assessment score for the payroll service by the Education Brokerage

· Benchmarking the payroll service with Greater Manchester authorities

· Establishing a Payroll User Group

· Reviewing the way in which payroll data is provided by directorates to the Payroll Team

· Seven schools have returned to the Council’s payroll service from private sector providers

Creditors

· Increasing the percentage of creditors paid within 30 days from 82.5% to 88.7%

· Increasing the percentage of invoices paid by BACS from 42% to 65%

· Implementing a creditor payment service for Salford Community Leisure

Debtors

· Reducing the value of outstanding debt over 30 days old by 35%

· Significant reductions in the value of outstanding debt relating to commercial rents, Social Services and schools

· Implementation of a debtors service for Salford Community Leisure

· Implementation of direct debit payments facility for Social Services charges

Purchasing
· Implementation of an e-procurement solution for the purchase of office supplies

· Achievement of purchasing savings

· Arrangement of new corporate contracts

SAP Team
·       Development and implementation of an Employee Self-Service system

·       Installation of new hardware and upgrade of SAP R/3 software

·       Development and implementation of e-procurement facilities

SECTION 3 - FUTURE PLANS

a) Where do we want to be?

b) How do we get there?

Major improvements planned for the next 12 months:

Accountancy :  Improve CPA rating, implement Prudential Code for Capital Finance, earlier closure of accounts, develop financial skills, implement CIPFA trainee strategy, develop budget monitoring with service managers.

Internal Audit :  Updating data flow methodology, revising management information systems and integration of document management system, implementing the Computer Audit partnership service.

Risk Management & Insurance : Implementing corporate Risk Management Strategy, improved document management.

Energy Management :  Improved data processing, principally via the use of document imaging.

Payroll :  System improvements, multiple employment function, streamlining by introducing more electronic transfer of data, document imaging, submission of all statutory returns by due dates.

Debtors :  Further reducing the level of outstanding debt, broaden range of payment methods, improving management information, improving debt recovery skills.

Creditors :  Further improving the % of invoices paid within 30 days, further development of document imaging, increasing BACS payments, reviewing invoicing methods with major suppliers.

Purchasing :  Review of purchasing processes, e-procurement development, establishing Purchasing Development Team.

SAP Team :   Implementation of employee portals and employee self-service, development of manager self-service, developing and improving management reports, reviewing HR records in partnership with Personnel and directorates, upgrading SAP software to version 4.7, installing new hardware.

Future aims, objectives and priorities plans:

Accountancy :  Streamlining core activities by electronic means wherever possible, ensuring sound financial stewardship, acquiring specialist skills, responding to changing client needs, developing the utilisation of SAP.

Internal Audit,  Risk Management & Insurance, Energy Management :  It is intended to provide VFM audits and Environmental Audits during 2004/2005.  Another key development will be the introduction of Control Risk Self-Assessment, initially in the Computer Audit and Schools’ audit arenas.

Payroll :  Further streamlining processes by electronic means, improving image, winning back school business, reducing cost and making savings for the City Council.

Debtors :  Reducing the level of debt, offering more options to pay, e-billing.

Creditors : Develop workflow through imaging, further streamlining processes by electronic means, reducing cost.

Purchasing : Embracing e-procurement, broadening the range of corporate contracts, streamlining the ordering process, reducing cost.

SAP Team : Improving support to users, implementing further SAP modules, developing employee and manager self service, developing reporting facilities.

Future service offerings:

Accountancy : Specialist support for PFI/PPP initiatives, provision of accountancy support in relation to new grant regimes and initiatives.

Internal Audit : Risk Management & Insurance :Energy Management : 

It is intended to provide VFM audits and Environmental Audits during 2003 /2004.

Another key development will be the introduction of Control Risk Self-Assessment, initially in the Computer Audit and Schools’ audit arenas.

Payroll :  Potential to provide payroll services for other public sector organisations and particularly schools via the brokerage arrangement.

Debtors : Development of additional payment methods, improved targeting of debt recovery.

Creditors : Development of document management for invoices so that they can be electronically routed to appropriate offices for authorisation or payment.

Purchasing : Streamlined purchasing procedures, providing e-ordering facilities.

SAP Team :  Employee self-service, manager self-service, streamlined business processes, improved reporting.

Plans - operational, resources, investment, training:


Targets 2004/05

Audit and Risk Management

	Management Performance Indicators



	Management Performance Indicator
	Target 2004/05

	
	

	Achievement of annual audit plan
	100% achievement of planned programme for 2004/2005

	Achievement of chargeable days
	185 days

	Time taken to issue audit reports
	Draft reports issued within 10 working days of completion of fieldwork.

Final reports issued within 10 working days of management response to draft report

	% of recommendations implemented by client
	90% acceptance and implementation of recommendations

	Level of customer satisfaction
	100% satisfactory

90% good

	Energy savings achieved
	Savings to exceed cost of Energy Audit Team and annual savings target.

	Reliance on Internal Audit by District Audit
	Approval of Internal Audit procedures by District Audit in accordance with Managed Audit status.


Internal Audit :Risk Management & Insurance :  Energy Management :

Further development is anticipated in Risk Management and Insurance, which is a currently experiencing excessive workload pressure.

Continued investment will be made in training and personal development of staff, with the ultimate aim of raising the skill and qualification base.
Marketing and promotion:

Accountancy :
Likely to focus on core business for the City, but need to promote services with those clients who could seek alternative provision, e.g., NPHL, SCL, schools, to continue to maintain existing client base.

Internal Audit : Likely to focus on core business for the City, but may be limited capacity for some external consultancy.

Risk Management & Insurance : Likely to focus on core business for the City, but may be limited capacity for some external consultancy.

Energy Management : Likely to focus on core business for the City, but may be limited capacity for some external consultancy.

Payroll : Could be in a position to provide a payroll service for other local authorities and has recently won back a significant proportion of schools business.

Debtors : Likely to focus on core business for the City.

Creditors : Likely to focus on core business for the City, but has the infrastructure in place to provide a service for other local authorities.

Purchasing : Likely to focus on core business for the City and its purchasing partners in LAPP, but has the infrastructure in place to provide a service for other local authorities.

SAP Team : Need to market and promote SAP developments to client directorates, could provide an SAP support/development service for other organisations.
Partnering initiatives:

Accountancy : Possible for specialist skills.

Internal Audit : Partnership working for computer audit with other Greater Manchester authorities established from April 2004.

Payroll : A number of GM authorities are currently considering the potential for joint service delivery.
Debtors : None currently planned.

Creditors : Potential for a partnership to develop workflow efficiencies.

Purchasing : None currently planned.

SAP Team : New support partnership contract put in place with Axon Solutions to provide systems and application support and consultancy for the development of SAP solutions.
Risk plan:
Please refer to the Corporate Services Risk Register for an analysis of the key risks and controls relating to the Finance function.

Critical success factors/obstacles to success

	
	Critical Success Factors
	Obstacles to Success

	Accountancy
	Sound financial stewardship

Meeting client needs
	Lack of specialist skills in PFI/Tax

Recruitment of qualified staff

	Internal Audit
	Delivering the audit plan
	Lack of qualified / experienced auditors

	Payroll


	An error-free service

Cost reduction
	Capacity to streamline front-end processes

Some inexperienced staff

	Debtors
	Minimising debt
	Capacity to develop management information to target debt recovery

	Creditors
	All invoices paid promptly

Electronic access to invoices

Cost reduction
	Lack of client support

	Purchasing
	Maximising corporate contracts

Efficient ordering processes which embrace all clients

Cost reduction
	Lack of client support


Targets 2004/05

Audit and Risk Management

	Management Performance Indicators



	Management Performance Indicator
	Target 2004/05

	
	

	Achievement of annual audit plan
	100% achievement of planned programme for 2004/2005

	Achievement of chargeable days
	185 days

	Time taken to issue audit reports
	Draft reports issued within 10 working days of completion of fieldwork.

Final reports issued within 10 working days of management response to draft report

	% of recommendations implemented by client
	90% acceptance and implementation of recommendations

	Level of customer satisfaction
	100% satisfactory

90% good

	Energy savings achieved
	Savings to exceed cost of Energy Audit Team and annual savings target.

	Reliance on Internal Audit by District Audit
	Approval of Internal Audit procedures by District Audit in accordance with Managed Audit status.


Targets 2004/05

SAP

	Management Performance Indicators



	Management Performance Indicator
	Target 2004/05

	
	

	
	


	Operational Performance Improvement Plans – Future Targets



	Future Target
	Target Dates

	
	

	To upgrade the hardware and SAP software to version 4.7 
	30th June 2004

	To undertake a Best Value Review of SAP and the development of HR services 
	31st March 2005

	To establish a SAP Project Board 
	30th June 2004

	To roll-out Employee Self-Service functions across the City Council 
	31st March 2005

	To complete the delivery of action plans related to the organisational structure and absence recording processes 
	30th September 2004

	To implement improved reporting facilities for financial and HR reports 
	30th September 2004

	To review the requirement for new SAP developments relating to fleet management, works management and property management 
	31st December 2005


Targets 2004/05

Purchasing

	Management Performance Indicators



	Management Performance Indicator
	Target 2004/05

	
	

	To achieve purchasing savings in 2004/05
	£250,000


	Operational Performance Improvement Plans – Future Targets



	Future Target
	Target Dates

	
	

	Establish a Purchasing Development Team 
	30th June 2004

	Enter into an agreement with an appropriate bank for the provision of a Purchasing Card service 
	31st July 2004

	Implement the use of Purchasing Cards in one service of the Council 
	31st December 2004

	To implement e-procurement solutions with at least four major suppliers 
	31st March 2005

	To develop a specification for the development of an e-tendering and e-auction process 
	31st December 2004

	To review the supplier vetting and selection process 
	30th September 2004

	To review the potential for a marketplace service 
	31st March 2005


Targets 2004/05

Payroll

	Management Performance Indicators



	Management Performance Indicator
	Target 2004/05

	
	

	To issue all year end returns and forms to the appropriate agencies and employees by the due dates
	100%


	Operational Performance Improvement Plans – Future Targets



	Future Target
	Target Dates

	
	

	To undertake a detailed assessment of the potential use of document imaging for payroll and pension records 
	31st December 2004

	To continue the review of front-end payroll process to improve efficiency
	

	Improve liaison with opt-out schools in relation to the provision of pension information
	

	Develop a qualification programme for payroll staff 
	31st March 2005

	Develop the costing and pricing of payroll services, particularly for schools
	30th June 2004

	Investigate GM benchmark comparisons to identify reasons for variances 
	30th September 2004

	Review the operation of the payroll central function by 31st December 2004
	31st December 2004

	To implement multiple employment function within three months of software upgrade from SAP
	

	Implement procedures for the monthly monitoring of the recovery of overpayments 
	30th September 2004


Targets 2004/05

Debtors

	Management Performance Indicators



	Management Performance Indicator
	Target 2004/05

	
	

	To reduce the value of outstanding debt over 30 days old by 10% by 31st March 2005
	

	To reduce the value of outstanding debt over 60 days old by 10% by 31st March 2005
	


	Operational Performance Improvement Plans – Future Targets



	Future Target
	Target Dates

	
	

	To review the process for the recovery of land charged accounts by 30th June 2004
	

	To put in place arrangements for the use of bailiffs for the collection of appropriate commercial rents by 30th June 2004
	

	To improve the process for the provision of monthly management information by 30th September 2004
	

	To review the Legal Services support for the recovery of debts by 30th September 2004
	


Targets 2004/05

Creditors

	Management Performance Indicators



	Management Performance Indicator
	Target 2004/05

	
	

	To pay invoices within 30 days


	94%

	% of invoices paid by BACS
	70% by 31st March 2005


	Operational Performance Improvement Plans – Future Targets



	Future Target
	Target Dates

	
	

	To introduce the facility to transmit images of invoices to directorates for approval 
	30th June 2004

	To assess the potential and develop a business case for the introduction of intelligent scanning and storage systems 
	30th September 2004

	To develop the facility for electronic invoicing with at least one major supplier 
	31st December 2004

	To introduce the facility to fax or e-mail remittance advices to suppliers 
	31st December 2004

	To implement the use of purchasing cards in one service of the Council 
	31st December 2005

	To develop cost benchmarking with GM authorities 
	31st March 2005


Targets 2004/05

Accountancy

	Management Performance Indicators

	Management Performance Indicator
	Target 2004/05

	To produce the Statement of Accounts for 2003/04 by 
	31st July 2004

	Percentage of key financial claims and returns by due date 
	100%

	Percentage of bank reconciliations completed within 30 days of month end 
	100%

	Date by which provisional outturn figures were provided to each service and schools
	11th June 2004

	Budget monitoring reports for all services to be presented to the relevant Lead Member within three weeks of each month end from May onwards
	100%

	Monitor prudential indicators on a quarterly basis
	

	Develop a Business Continuity Plan
	30th September 2004


	Operational Performance Improvement Plans – Future Targets

	Future Target
	Target Dates

	Improve the CPA Auditor Judgement rating from 3 to 4 by delivering the CPA Action Plan
	

	Review the quality and accuracy of SAP account data across all services and to develop improvement plans to ensure the application of appropriate standards 
	31st October 2004

	Implement monthly cost centre management reporting processes in one division of Corporate Services 
	30th September 2004

	Prepare a training and development plan for all accountancy staff 
	31st March 2005

	Develop the application of IIP standards in Accountancy Services 
	31st March 2005

	Review and develop the internet and intranet sites for Finance Services 
	30th September 2004
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SECTION 1 - SERVICE PROFILE

Service Area / Unit:  

Information & Communication Technology Services (ICT) Services 

Service Manager:




Mike Willetts – Assistant Director (Salford @dvance)

Eric Halton – Assistant Director (Salford IT Net)

Main purpose of service:

As with all UK Councils, Salford City Council is going through profound changes driven by pledges, priorities and rising customer expectations, the impacts of the national legislative programme and progression of local strategies and policy developments. The core priorities of the city council are directed at improving services (including front line delivery and back office efficiencies), increasing member and public participation and improving the image and profile of the City

Information and Communication Technology Services (ICT) is seen by the city council as a powerful enabler to facilitate the successful achievement of the council’s priorities, service improvement targets and in fulfilling the broader modernising change agenda, alongside supporting the day to day delivery of council services to citizens.

Description of service and how it is delivered:

The main areas of service provided by ICT Services are listed below:






· BPR CONSULTANCY 

The manager is Ewen Locke and the service provides consultancy support in identifying, analysing and developing front office and back office service improvement opportunities involving process, organisational and systems re-engineering

BPR Project Work includes the scoping, planning and carrying out Business Process Re-Engineering projects to bring about the necessary council service organisational transformations to address the modernising agenda and e- government programme.  This involves the investigation, mapping and analysis of existing council back- office and front - office service processes, structures and systems, assessing their effectiveness, reviewing external good practice and then subsequent identification of service improvement opportunities. This is then followed by implementation planning of the agreed target service improvements 

BPR Training provides mentoring and dissemination in carrying out BPR work to spread good practice and develop skills within the Council and externally as part of Pathfinder status.  A new service is being provided by the BPR team to assist with the development of a business case for existing and new projects.  The business case will show the expected cash flow consequences of actions over time.  It will include methods, assumptions and rationales that are to be used to quantify benefits and costs such that they become transparent to subsequent evaluation.

 The service is delivered in response to customer demand, corporate initiatives /   change agenda and  e-Government.  All demand is incorporated into plans, prioritised and agreed with corporate executive  and customer directorates.

· E-GOVERNMENT SERVICES

The manager is David Hunter and the service includes developing and implementing Salford’s e-Government Strategy, in conjunction with Salford-Direct and ICT colleagues, Service Directorates and Partners. Developing E-Government based IT products and facilities, including internet, intranet, CRM and office automation, involving specification, analysis, design, development, integration, testing and handover. Identification, research, testing and evaluation of emerging technologies commissioned by the Customer for the benefit of the city council including economic and technical feasibilities and prototyping  
· PROJECT MANAGEMENT CONSULTANCY
The managers are Dave Spann/Chris Williams and the service provides the Development and maintenance of Salford standards and methods based on PRINCE 2.  Support to appointed Customer project managers in project scoping, planning and estimating and administrative support including control and update of all project documentation. Also includes the Quality Assurance role in accordance with PRINCE 2 standards, including project tracking and risk management and producing progress and exception reports to assist customers. Training in Project Management and PRINCE 2 methods and tools, mentoring and dissemination including maintenance of dedicated support web site aimed at developing skills and capacities within customer organisation.  The service is delivered via direct Project Management of specified projects on behalf of customers in accordance with PRINCE 2 standards

· ICT TRAINING AND SUPPORT
The manager is Yvonne Charnock and the service includes the appraisal of customer training needs,  ICT training course development and Tutor led training delivery including all supporting documentation.  European Computer Driving Licence Testing and Mentoring.  Post training support and implementation consultancy including management of user Groups and on-line support and advice. 

ICT training is mainly delivered through tutor led courses located in dedicated high specification training suites but can be offered on customer premises where feasible.  The service has gained Institute of IT training accreditation and is both an ECDL Test Centre and Learn Direct Hub.  These are new initiatives that recognise the increasing role of E-Learning facilities for the future.



· SOFTWARE DEVELOPMENT & TECHNICAL SERVICES
The manager is Dave Sherratt and services involve business analysis, project management, the investigation, specification, design, development, testing and handover of bespoke software applications and the evaluation and procurement of package solutions including tailoring/integration work. Also, the operational running, support and security of city council software applications, associated capacity planning and technical support of the computer processing equipment and facilities. 
The service is delivered through interactive PC’s, onsite support, customer consultation and telephone support and also by remote support 24 hours a day 7 days a week from home or work base using technology such as SMS and RAS.

· DESKTOP SERVICES
The manager is Dave Rogers and the service involves the planning, procurement, delivery and technical support of Personal Computers, Servers and associated devices and for the strategic planning, procurement, delivery, support and security of the city councils Data and Voice Communications Network

The service is co-ordinated centrally and provided on site or by telephone.  Directorates who have extensive demand for the service now have out-stationed desktop officers.

· HELP DESK
The manager is Sandra Parry and the service enables a single focal point for the co-ordination of a range of ICT support services in addition to first line problem resolution, general advice, guidance and support. 

The service is mainly provided by telephone with online ability using SMS to analyse faults and correct at the time of the call.  Some onsite support takes place relating to SIMS usage.

Organisational details:

The ICT service is managed by 2 Assistant Directors: Mike Willetts (Salford Advance) and Eric Halton (Salford IT Net).  The breakdown of staff per service area is as follows:

	BPR
	EGovernment 

Services
	Project Management
	Training & support
	Software dev &

technical support
	Desktop services
	Help desk

	6


	10
	3
	13
	36
	39
	6


Financial statement:

Gross ICT Services Budget for 2004/05 is £7,629,000 and comprises:

	Budget Area
	£000

	Salaries

Computer hardware maintenance

Computer software licences

Premises and transport

Supplies and services

Incoming charges to ICT Services
	3.816

1,302

126

67

1,810

508


Assets:

The assets included in the councils ICT infrastructure is substantial and diverse including computing, communications products and facilities and corporate and directorate applications.  The full description of such assets is clearly a matter of security but can be discussed with ICT Services if required.

External links / partnerships / contracts:

A longstanding relationship goes from strength to strength with Manchester Business School revolving 

Around the change agenda and BPR work. The training service has an ECDL agreement with British Computer Society Institute of IT training and NOF funding as a 3 year project from 2002 for ECDL for library staff and also work alongside Learn Direct as a “hub”.  E-Government often works with external suppliers in the development of E-Government solutions and has links with Greater Manchester E-Gov partnership and North West E-Gov group and regional BVPI 157 steering group.

There are a number of external contracts in place relating to the maintenance of hardware and software licences and the leasing of circuits from telecoms companies and for disaster recovery, security and fire deterrents.  There is also an agreement in place with Capita relating to Sims software.

SECTION 2 - POSITION STATEMENT

Current business - growing / receding / static:

The services provided by ICT Services are generally increasingly in demand and in addition to the day to day service provision some officers are considerably involved with strategic initiatives and large scale city council projects for eg “Think customer” reviewing frontline services to citizens.

BPR

BPR is increasingly in demand as it is a fundamental tool in the review and re-engineering of services and processes to help bring about improvements on front line and back office functions.  Also it is accepted that robust business cases are essential for every major project carried out within the authority and this will increase business.

E-Government services

This service is in great demand and is driving the city council to exploit the benefits of E-Government thinking and technologies and to meet E-Government planned targets.  This demand will increase further as a result of the ODPM (Office of the deputy prime minister) defining and prioritising E-Government transformation outcomes which gives Local Authorities a range of mandatory service outcomes to be met by 2005.

ICT training and support

The training service is experiencing increasing demands both in volumes of training days and the diversity of training needs.  In 2002/03 the number of delegates trained was 3,042 in 2003/04 this increased to 3,778.  New training offerings include: Document management, Carefirst, ECDL and ECDL advanced.  Demand on the service will increase considerably as the city council increasingly recognises the need to ensure high levels of IT competency in order to exploit investments in IT products and facilities.

Project management consultancy

This service is expanding rapidly as ICT Services refines its project management and planning techniques.  There is also increasing demand from Directorates for advice and guidance on project management including a large number of staff being trained in Prince 2 project management methods and Microsoft project.  The use of tried and tested project management methods are being recognised as being vital to successful project delivery throughout the council.
Software development and technical services

This service has experienced changes from large mainframe systems to disparate Directorate based systems, which has increased pressure on resources due to the diversity of platforms, databases and packages supported.  Also, large-scale in-house software developments have decreased in favour of package solutions and there is now significant increase for small/medium sized developments and with E-Government and the further roll out of the call centre development resources are in great demand.

Desktop Services

Desktop Services business is expanding with increasing numbers of network connections joining the infrastructure and hardware devices being purchased, implemented and supported.  More and more systems are being developed and deployed and telephone extensions are increasing.  This will increase even further with the Education project as schools meet PC to pupil ratios set by the Dfes.  As the city council drives to meet E-Government targets this has increased the number of windows servers from 10 in 1999 to the current level of 300.  Network connections have increased from 3,456 in 2001/02 to 9,977 and telephone connection from 3,806 in 2001/02 to 5,634.

Help Desk

As a result of all the additional ICT facilities within the city council with increased number of email accounts etc the Help Desk service is increasingly in demand with more pressure to fix problems immediately and offer advice to customers. 

Customers - types / demands / trends / satisfaction:

Customers:

· Council Staff including home-workers

· Elected members

· Schools

· Public 

· External customers

· Government bodies

· Partnerships

· 3rd party external suppliers

· GMPA

· Safer Salford

· The Lowry

· NPHL

· Salford Community Leisure 

· Housing Associations

Demands/Trends

There are many changes taking place within the city council, arising from pledges, national targets etc with cross cutting issues such as “Think Customer” reviewing all frontline services, further roll out of the customer contact centre and new systems being implemented such as Council Tax.  In addition to changes within the city council there are joint working initiatives with outside agencies such as LIFT and the Justices Centre.  All these changes will put increasing demands on the resources in ICT but also there is increasing emphasis on delivering projects successfully with standardised project management methods and the city council is increasingly looking towards ICT Services for that guidance.

There will be increasing pressure on the city council to ensure staff are skilled to utilise fully the investment in ICT which will increase demands on the training service and the way training is delivered with new methods being offered such as online training.

Services are required 24 hours a day 7 days a week with customers wanting the latest technology and information at their fingertips.  There is also increasing pressure on all Directorates and services relating to Best Value, CPA, the City Council Leaders priorities and pledges which dictates that our customers need more resilient systems and services provided by ICT staff that understand their business. 

Desktop Services are currently testing a pilot within NPHL that may see a move towards “thin client” a server based way of working as opposed to individual PC’s giving more flexibility to provide the services to the citizens of Salford.

Satisfaction

The demand on the service is ever increasing which indicates a level of satisfaction from customers.  During 2003/04 customer satisfaction has been monitored by the help Desk with follow up calls to customers who have used the service and this has resulted in a satisfaction rating of 92% from 366 questionnaires received centring on support.  The training service always follows up courses with customer satisfaction questionnaires and their average rating for 2003/04 is also 92%.

A Best Value Review of ICT Services is currently in its planning phase and is due to be completed by March 2005.  The process will include consultation with customers and includes customer representatives on the Review Project Team and by way of a questionnaire followed by focus groups.  It is vital to the service to carry out consultation to obtain customers views whether they are satisfied with services and what areas they think could be improved and how.

Strengths, weaknesses, opportunities, threats:

Strengths

· Experienced and competent staff with considerable knowledge of Salford

· Professional, motivated, committed and flexible staff

· National recognition as leading edge on change management with Pathfinder status

· Close working relationships with customers

· Experience/knowledge of existing systems

· In depth ICT skills in up to date technology

· Forefront of innovative thinking and ideas for service improvements eg.”Think Customer”
· Project management skills and methods
· Strong external supplier links
· High customer satisfaction ratings
· Excellent results compared to 22 other North West Local Authorities who took part in the SOCITM 2003 benchmarking exercise
· Highly competitive charge rates and value for money services
· Diversity of services being provided
· Accreditation for the training service and help desk
· Ability to respond quickly to major system failures 

· Well documented software development standards

· Commencement of a Best Value Review

· Production of a consolidated work plan

· Highly commended technically for the city council website

Weaknesses

· Lack of commitment from the city council for major projects such as E-Government

· Limited resources of specific skills such as project management, BPR and technical skills

· Very rarely get comprehensive terms of reference for new work and projects

· Constantly moving targets at a strategic level

· ICT budget not always sufficient especially relating to major city council responsibilities such as E-Government

· Grants obtained by ICT Services not always invested into the service

· Poor cultural take up of ICT within the city council resulting in under utilisation of products

· Reluctance to follow project management standards

· No corporate minimum for ICT training

· Accommodation insufficient and on 2 sites 

· Clearer clarification of roles to ensure no overlap of services

· Independent ICT sections in Directorates

· Strategic commitment to ICT and lack of recognition for the service from within the city council

· Resources issues in some areas

Threats

· Demand for skilled ICT staff in the market place is likely to attract staff from Salford

· Lack of joint working between Directorates

· Directorates own ICT staff providing similar roles to different standards

· Brokerage and insufficient SLA support and link within Directorates

· Other Directorates offering higher salaries for similar roles

· Slippage of projects

· Staff morale relating to potential partnerships and outsourcing of some services

Opportunities
· Build on reputation of being recognised as leading edge by other Local Authorities within Salford

· Ability to be at the forefront and initiate new ideas with the back up expertise to support

· Partnerships with other public sector organisations in the city

· Formal partnership with Manchester Business School scheduled

· Technical R & D partnership with external suppliers

· New technical opportunities for Microsoft Net infrastructure

· Increased ability to fix faults immediately

· Expansion of project management skills and use of Prince 2 methods

· Possibility of marketing some services externally depending upon restrictions to trade

· Online ICT training methods in partnership with Learn Direct

· Develop further customer facing roles

· Increased home-working / tele-working

· Best Value Review service improvement outcomes

· New developments in technology

· Involvement in partnering initiatives

· Ability to create new and improved ways of working for the city council

· Broadband opportunities for improved and remote support

Competitors including any aspects of the service that make it unique:

External resources are more expensive for all services and do not in general have the knowledge of Local Authorities and specifically Salford. They may suggest solutions, which are more advantageous to their parent company than to Salford. 

Internal resources have local knowledge and can be relied on to provide independent advice and are more flexible since they are not bound by contractual arrangements.  In the present environment of change within the city council work schedules can be altered at short notice and these are usually accommodated without cost penalties, which external contractors would require.

ICT staff have unique experience of the city council ICT architecture and has established strong relationships with customers.  The service is recognised nationally by ODPM and other Local Authorities as leading edge with Pathfinder status for change management and for CRM (Customer Relationship management).  There is also recognition for how advanced Salford ICT Service is technically with external suppliers using Salford ICT Services as part of their presentations and as a reference site for some of their technologies and also for the use of remote support for MS office, operating systems and SIMS.

Performance assessment:

Salford ICT Services participated in the SOCITM (Society of IT managers) 2003 benchmarking exercise.  The outcome when compared with 22 other North West Authorities was very good.  

Out of 20 measurable targets Salford ICT was top quartile or cited as best practice in 10 of the 20, of the remaining 10 there was only one area that was recognised as needing action to improve and this was relating to the management of projects.  The service will continue to participate in this benchmarking exercise every 2 years to ensure up to date comparisons with other local authorities in the North West and to learn from their best practice methods.  Also the recommended SOCITM performance indicators will be used to monitor the performance of the service.

In addition to the ongoing IT related services provided to city council staff and elected members, ICT Services are initiating ideas to improve not only its own services but city council services to citizens.  A lot of the “Think Customer” strategy original thinking came from within ICT Services and Customer Services and is now being adopted as the main driving force to improve frontline services.

Salford ICT is also recognised outside the city council for its performance in many areas including Pathfinder status for change management and the latest area being the ESD toolkit for the monitoring of performance against E-Government targets which has been nationally recognised and being used by many other local authorities.

BPR

SPRINT (Salford’s process re-engineering involving new technology) is recognised nationally relating to change management with over 50 local authorities being supported as part of pathfinder and the take up of the methodology on CD has also been very high.  The city Council is recognising this increasingly using the service to re-engineer front line services and back office support.  As the volume of projects increase,  it is clear that the methodology is proven and that customers are actioning outcomes from BPR reports and benefiting greatly from the service.

BPR operational improvements delivered during 2003/04:

Review / re-write and implement BPR Sprint 3 version with E-Government emphasis

Deliver planned BPR projects on ongoing E-Government programme

· Produce change management tools and training in conjunction with Manchester Business School as part of the national CRM academy

· E-Government services

· BVPI 157 - % of interactions with the public, by type, which are capable of electronic delivery and which are being delivered using internet protocols or other paperless methods.

· 2002/03 performance was 34.5% transactions enabled

· 2003/04 target was 73.4% actual performance exceeded the target at 76.4% transactions enabled

· In light of the recent ODPM paper on E-Government priority services and transformation outcomes the targets for 2004/05 will be:

· To implement all the ‘Required’ outcomes from ODPM priority services (published in May 2004) by March 2005

· To implement all the ‘Good’ outcomes by December 2005

· To implement ‘Excellent’ outcomes by April 2006

· To achieve 100% transactional enablement by March 2005

· To implement all requirements of Salford’s IEG4 statement by April 2006

· E-Government operational improvements delivered during 2003/04:

· Initiate project for E-Procurement

· Implement and deploy web content

· Development of an authority wide best value system

· Initiate development of employee self service portal

· Initiate enablement of paying for goods and services

· Initiate enablement of all applications for service

· Develop local land and property gazetteer

Project Management consultancy

Prince project management is a recognised industry standard method.  Salford’s Prince 2 has been successfully used to manage major projects within ICT Services such as E-Government.  The outcome of the SOCITM benchmarking 2003 exercise identified that ICT Services was not always using Prince to manage projects and it was recommended that this be improved.  Historically there has been reluctance to use the method within ICT as it has been seen as an overhead but as projects increase there is a clear need to adopt the method fully within ICT Services and continue to promote and support other Directorates in its use.  Steps have been made to ensure that all ICT Services major projects are managed using Prince and are monitored by the project support office.  Directorates are starting to respond to the increased need to use approved methods for managing projects and more than 70 city council staff have now been trained in Prince 2 and over 40 in Microsoft Project. Discussions are also taking place with specific Directorates in the use of Prince for their projects with support from ICT Services.

Project management operational improvements for 2003/04: 

· Due to the reluctance to take on board Prince methods it has been very difficult to achieve operational improvement targets for 2003/04.  The way project management is rolled out is being reviewed at the moment and many of the targets not achieved during 2003/04 will be carried forward into 2004/05. 

· ICT training and support

· The service performs well and has maintained high levels of customer satisfaction for over 11 years.  Customer satisfaction questionnaires are completed at the end of each training session and performance has been maintained at over 90% for many years the current satisfaction rating for 2003/04 is 92%.

· ICT training operational improvements delivered during 2003/04:

· Review current training offerings and extend to include MS project, Sims, Frontpage, word to web & web content

· Develop ECDL advanced ICT training

· Software development and technical services

· The service performs well in most areas.  Numerous emails and comments are received praising successful projects, developments and implementations, upgrades and problem fixes.  Several members of staff have been recognised with service excellence awards.  

· The service is monitored using management performance indicators these are: 

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

· The target for 2003/04 was 95% with actual performance being 99.41% average for the year

· Software development adherence to project delivery dates

· The target for 2003/04 was 70% with actual performance being 73.25%

· S/W development & tech services operational improvements delivered during 2003/04:

· Further development of the CRM to support the NPHL call centre initiative

· Implement migrated Council Tax and benefits system

· Implementation of Witness Outreach system

· Further develop existing systems to meet E-Government targets ie. Solar

· Replacement of Debtco & Caseman/Saltime systems for Legal Services

Desktop Services
The outcome of SOCITM 2003 benchmarking exercise is clear evidence that this service is cost effective and performs well compared to the 22 other North West Local Authorities that took part in the exercise.  The service has several management performance indicators as recommended by SOCITM and the evidence to support the performance of the services is gathered via a new help desk system and statistics from the network and server management systems.  

There is, however, one area of the service that has been recognised as needing improvement and this is project based work for eg. the purchase and installation of new equipment or office moves.  Steps are being taken to improve, with out-stationed desktop officers in the Directorates with high demand and with a pilot during 2004/05 in NPHL of the Enterprise XP solution (a move away from individual PCs to server based technology).  Depending on the outcome of the pilot XP solution could be rolled out further with customers agreement.

· Performance against management indicators 2003/04 was:

· (This includes first line rectification of faults completed by staff on the help desk)

· Major Council wide fault (Network down or corporate system unavailable)

· Target 80% of faults fixed within 4 hours actual performance was 100% 

· Major local fault (Directorate system down or single site down)

· Target 85% of faults fixed within 8 hours actual performance was 86%

· Single item major fault (PC or printer down)

· Target 90% of faults fixed within 2 working days actual performance 84%

· Minor fault (PC application not working or faulty printer)

· Target 95% of faults fixed within 4 working days actual performance 94.81%

· Inconvenience fault

· Target 95% of faults fixed within 10 working days actual performance 96.67%

Desktop operational improvements delivered during 2003/04:

· Expansion of linkage to NWLG network

· Increase ability of helpdesk to resolve queries and faults at point of contact

· Single asset and inventory management system for the Council’s ICT equipment

· Increase public access to additional IT facilities via people network

· Convergence of windows server application onto enterprise servers

· Exploration of linkage to NHS net

Help Desk

Performance is measured in 2 main ways these being customer satisfaction and by logging the help desk response to calls.  The customer satisfaction target for 2003/04 was 70% and from 465 completed questionnaires the average satisfaction rating was 92%

For 2003/04 the call logging records show that from October 2003 to March 2004:


25,367 calls were received

· 19,373 calls were answered immediately (76%)

· 1,412 calls were queued or transferred to voice mail to leave a message (6%)

· 4,582 calls were abandoned without response (18%)

During 2003/04 help desk staff rectified increasing numbers of fault calls immediately due to increased technical expertise and by the use of the latest technology SMS.  This could be improved further if additional resources are obtained.

The service has recently achieved accreditation from the Institute of Technical Service Centre.


Help desk operational improvements achieved during 2003/04:

· Establish and publicise service standards and make available to customers via the intranet and by marketing

· Ongoing customer satisfaction monitoring using the help desk system and random selection of customers that have used the service with questionnaire for completion

SECTION 3 - FUTURE PLANS

c) Where do we want to be ?

d) How do we get there ?

Major improvements planned for the next 12 months:

ICT Services has identified a number of improvements for 2004/05.  In addition, the service will complete a Best Value Review with the aim of identifying further improvements (some early wins are currently being implemented) from a customer perspective with customer involvement throughout the process.  The current improvements identified are for the ICT service as a whole but also individual services have their own targets, all of which can be seen in the attached table at the end of this document.

Future aims, objectives and priorities:

That ICT is seen by the city council as a powerful enabler to facilitate the successful achievement of the Council’s priorities, service improvement targets and in fulfilling the broader modernising change agenda, alongside supporting the day to day delivery of council services to citizens.

That all city council staff and members are fully trained in the use of ICT ensuring that the city council investment in ICT is fully utilised.

That all future major ICT investments will be planned in conjunction with customers and the city council priorities and supported by approved business cases.

That the outcome of the best value review of ICT ensures improved services for customers and citizens of Salford.

That ICT Services has the appropriate resources and structure to enable high quality and efficient services which are cost effective.

Future service offerings:

Mainstream ICT consultancy, development, operations and support services and key transformational and enabling services including business process re-engineering, project management and skills development.  Also, the strategic planning, development and delivery of the council’s E-Government programme.

Plans - operational, resources, investment, training:

During 2004/05 ICT Services will produce a “Consolidated ICT development Programme” which will entail all current and planned projects for the next 12 months which links to the council’s priorities and national priorities relating to the implementation of e-government.  The programme will include research and development into the latest technology and will identify future resource requirements in a clear way that will ensure a planned approach to investment in ICT and any appropriate skills or training requirements both for ICT staff and city council staff or elected members.

The best value review of ICT may identify further changes required and it is envisaged that in order to implement service improvements that come from the review that resource and investment issues would be reviewed during that process also.

Marketing and promotion:

Salford ICT Services is acknowledged by other Local Authorities and by the ODPM (Office of the Deputy Prime Minister) to have services that are leading edge and that other authorities can learn from and in fact are learning from.  This recognition started a couple of years ago when Pathfinder status was awarded relating to the methods used for implementing change management. Initially the aim was to help up to 4 authorities but this has grown to over 50 authorities and due to demand Salford’s methods relating to business process re-engineering is also now available on CD and online.

More recently other areas of service are being recognised for example the E-Government service has received recognition from IDEA relating to the ESD toolkit for producing material for the benefit of other local authorities.  External suppliers use the city council as a reference site relating to desktop services and its use of Antivirus and content security, network backup and disaster recovery.  The training service is a recognised ECDL test centre and both the training service and help desk have accreditation.

The outcome of the 2003 SOCITM benchmarking exercise was very positive for Salford ICT Services with 10 out of 20 targets being top quartile or cited as best practice.

However, it is recognised that ICT does not market itself sufficiently within the city council and staff and elected members are not always aware of the services available. Embarking on a best value review is now helping the service to start to market itself within the city council.  There are customer representatives on the review project team, an Intranet site has been established and customers have the opportunity to comment and help improve and shape the service.   Also one of the early win targets identified at the commencement of the review is the updating of ICT Services Intranet site which is currently being worked on and once updated all city council staff and elected members will be made aware. 

The Directorate as a whole is also initiating ideas to improve the marketing of all its services within the city council.

Partnering initiatives:

One of the targets for ICT Services for 2004/05 is to create a Joint Venture Company with Manchester Business School for change management consultancy and training offerings to public sector.  

A very large number of external 3rd party contracts and services are already in existence for areas such as disaster recovery, hardware maintenance and software licences.

One of the outcomes of the best value review process will be to identify the best way of providing the services and any further partnering initiatives will be assessed during that process. 

Risk plan:

Corporate Services Directorate has a risk register that is updated on an annual basis as part of the service planning process.  ICT Services has a risk register that is devised and updated in conjunction with that process and with the involvement of Corporate Services Risk management team in addition to a separate risk register for the city council E-Government programme

Critical success factors / obstacles to success

CSF’s:

· Strong links with customers including trust and involvement

· Consolidated development forward plan

· Updated IS/IT strategy and ICT customer contact strategy

· Sufficient ICT investment budget

· Healthy order book 

· Corporate commitment and recognition for the service

· Sustained training and skills programme

· Appropriate organisational structure with strengthened management resources and a Head of ICT

· Research and development

· Increased understanding and full utilisation of new technology

· Strong project management and controls

Obstacles:

· Insufficient involvement from customers
· Changing priorities
· Insufficient staff with key skills
· Legal issues restricting marketing and exploitation of products and services
· Lack of corporate driven approach to project management
· Perceptions of the service and how well it is performing
· Lack of recognition of how advanced the service is compared to other local authorities and the private sector
· Directorates investing in systems that will jeopardise full integration of systems throughout the city council
INFORMATION & COMMUNCATION TECHNOLOGY SERVICES (ICT)

PLANNED SERVICE IMPROVEMENTS FOR 2004/05

	SERVICE AREA
	2004/05 IMPROVEMENT TARGET
	TARGET DATE

	ICT Services
	· To complete a Best Value Review

· Facilitate the “Think Customer” strategy for greater internal/external collaboration, contribution will include   the provision of BPR and development of IT applications focused on the agreed priority themes

· Create a Joint Venture Company with Manchester Business School

· Develop Business Continuity Plan
	31/3/05

Ongoing

31/3/05 

30/09/04

	E-Government
	· In light of impending ODPM instructions future targets may be:

· To have implemented all ‘Required’ outcomes from the ODPM priority services and transformation outcomes

· To have achieved 100% transactional enablement

· To have implemented all ‘Good’ outcomes from the ODPM priority services and transformation outcomes

· To have implemented all the requirements of Salford’s IEG4 statement and the ODPM ‘Excellent’ outcomes 

· Continue the councils E-Government programme as details in the ICT consolidated plan 04/05


	31/3/05

31/3/05

31/12/05

31/3/06

Ongoing



	BPR
	· Refine BPR method (SPRINT) to include implementation stage of re-engineering work and thereby improve   effectiveness of BPR process in conjunction with Manchester Business School

· Investigate the possibility of increasing the role of Directorate E-Government co-ordinators role to include being a link for potential BPR requirements and also for BPR project management

· Review the SPRINT documentation and launch a revised SPRINT web site

· Launch a SPRINT user group to act as a forum for existing SPRINT users nationally

· Deliver planned BPR projects on ongoing E-Government programme

· Develop the change management tools and training produced in conjunction with Manchester Business School as part of the national CRM academy into products to be delivered internally and to other Authorities

· Develop a methodology to produce business cases for major projects

· Assist in the production of business cases for existing and new projects within the city council 


	30/9/04

31/3/05

31/3/05

31/3/05

31/3/05

31/3/05

31/3/05

31/3/05

	Project management
	· Review of project management services structure, service offerings and role of the Project Support Office to facilitate a corporate approach to project management possibly through the setting up of a project management academy

· Procurement and implementation of a collaborative programme and project management software application to fully automate our current project management and service delivery processes


	31/3/05

31/3/05



	Training & support
	· Update the existing ICT training strategy for approval, ensuring that all staff who make use of ICT have a required level of training it its use thereby obtaining maximum benefit from the city councils investment

· Develop and offer new ways of training eg. online, examinations etc 


	30/6/04

31/12/04

	Desktop Services
	· Develop business case for Enterprise XP.  Test/pilot within NPHL and assess costs/benefits and potential for further roll out within the city council

· Conclude Broadband roll out for agreed terms of reference in Schools

· Develop and test storage area network (including disaster recovery) and assess costs/benefits and potential roll out within the city council

· Develop and pilot technical solutions in conjunction with selected community groups and representatives to facilitate greater community engagement and involvement in council services

· Continue expansion of Web hosting and ISP facilities to community groups and public bodies

· Continue convergence of systems – voice, video and data network


	31/3/05

31/12/04

31/3/05

31/3/05

Ongoing

31/3/05

	Software development & technical services
	· Further development on the integration of back office systems to meet E-Government targets ie. CRM

· Implement replacement licensing system with a package

· Establish performance monitoring techniques for mid range machines


	31/3/05

30/6/04

31/3/05


	Help desk
	· Finalise achievement of accreditation and membership of the help desk institute

· Review aspects of active directory input to promote further involvement of the help desk to free up technical resources 

· Review call logging system to allow access to information from staff in directorates via the intranet


	31/5/05

31/5/05

31/5/05


INFORMATION & COMMUNCATION TECHNOLOGY SERVICES (ICT)

2004/05 MANAGEMENT PERFORMANCE INDICATORS

	Performance Indicator
	Target for 2004/05
	Comments

	E-Government

· To achieve transactional enablement 


	100%
	ODPM paper on E-Government Published May 2004 has revised targets

	Information technology training - customer satisfaction rating

 
	90%
	

	Major Council wide fault 

· Network down

· Corporate system unavailable
	90% of faults fixed within 4 hours
	Target increased by 10% from 2003/04

	Major local fault 

· Directorate system down

· Single site down

· Part of corporate system unavailable 
	85% of faults fixed within 8 hours
	

	Single item major fault 

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

	Minor fault

· PC application not working

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

	Inconvenience fault
	95% of faults fixed within 10 working days
	

	% of online applications services available throughout the year based on a standard working day
	97%
	Target increased by 2% from 2003/04

	% downtime of network service

Planned availability (8am to 6pm Mon-Fri) for any single location per annum
	Will not exceed 2%
	

	Software development % adherence to project delivery dates
	75%
	Target increased by 5% from 2003/04

	Customer satisfaction rating relating to ICT support and fault rectification via the help desk
	85%
	Target increased by 15% from 2003/04


Appendix B4
Births, Deaths and Marriages service

BUSINESS PLAN 2004/05

SECTION 1:  Service Profile

SECTION 2:  Position statement

SECTION 3:  Future plans

AR/SDT

6/5/03
SECTION 1 - SERVICE PROFILE

Service Area / Unit:

Births deaths and marriages (BDM)

Service Manager:

Carol Ashworth

Main purpose of service:

The main purpose of the service is the registration of births deaths and marriages.

The aims and objectives of the service are to meet the divergent needs of Salford’s communities at some of the most important times of their lives and to do so in an efficient, courteous and sympathetic fashion.

Description of service and how it is delivered:

This is a statutorily regulated service involving the Registration of Births, Deaths and Marriages and performance of marriage ceremonies. It operates Monday to Saturday and Registrars also attend at Approved Premises on Sundays and Bank holidays. An appointment system is in operation for births, deaths and marriages and a search service is available, for copies of birth, death and marriage certificates covering 3 years records. The fees for the service are largely prescribed by the Registrar General’s Office with the exception of attendance at “Approved premises”.

A number of changes are anticipated by “Civil Registration Vital Change” and the service is in the process of preparing for the introduction of a number of new services.  

British Citizenship and Partnership/Commitment Ceremonies are to be offered from April 2004 

Organisational details:

Staffing resources currently consist of 7 FTE’s, 3 part time staff plus a “panel” of 9 standby (casual) staff.

Management is the responsibility of the Head of Law and Administration.

Financial statement:

2004/05 service budget - £ 311,910 (Gross)

Assets:

Most staff have PC’s and e-mail but all have access to shared resources within the team.

Telephone enquiries to the team are now routed via the Customer contact (Call) centre.

Accommodation is located at The Register Office "Kingslea", Barton Road Swinton.

External links / partnerships / contracts:

Linkages have been established with health trust partners, coroners, funeral directors and owners/managers of “Approved premises” for the sharing of information. There is not currently, an external market for this statutorily prescribed service but Registration services will start to become subject to competition when (as expected) government deregulates service provision.
SECTION 2 - POSITION STATEMENT

Current business - growing / receding / static:

Performance indicators show that there has been a marginal decrease in numbers of births and marriages. Recent statistics show declining population trends, which may mean that business levels may decrease further. 

Customers - types / demands / trends / satisfaction:

Members of the public are predominantly the main customers of the service and user surveys indicate high levels of satisfaction. The most recent survey showed a 100% customer satisfaction level.

Strengths, weaknesses, opportunities, threats:

Strengths

Loyal/skilled/trained/knowledgeable/committed staff

Responsive service

Good customer satisfaction levels

Revenue generating service
Weaknesses

Lack of contingency support for staff absences

Joint service delivery with the GRO creates difficulties

Uncertain future due to vital changes with Registration Reform Order and timescale of implementation
Opportunities

Greater freedom to conduct marriage ceremonies other than at the designated Register Office means that there will be a continued increase in the number of “Approved Premises” authorised to conduct marriages. This creates additional scope to increase revenue.

Registration Reform Order will allow full Local Authority Control rather than General Register Office control.  This will allow freedom to develop further services and generate income.  New services to be introduced: British Citizenship Ceremonies, Partnership/ Commitment ceremonies, Baby naming, Re-affirmation of wedding vows, Secular funerals.

Threats

Loss of experienced staff

Staff uncertainty as to future directions – effect on morale 

Cuts in service/budgets

Client base could diminish

Government White Paper “Civil Registration ; Vital change” envisages wide ranging changes to the service including competition between local registration offices for the registration of births and deaths ; registration of births and deaths by telephone and the internet to a national call centre ; removal of restrictions on who and where people are able to get married.
Competitors including any aspects of the service that make it unique:

There is no established private sector market for these services but this could change following Registration Reform Order.  Competition from other providers could be from funeral directors, solicitors etc offering death registrations, banks etc offering services such as ID cards, outside agencies offering marriage services, Ministers of Religion offering wedding ceremonies anywhere rather than at their own church.

Performance assessment:

SECTION 3 - FUTURE PLANS

e) Where do we want to be ?

f) How do we get there ?

Major improvements planned for the next 12 months:

The Registrar General’s Office recent inspection of the service resulted in recommendations, which will form part of the major improvements for the service in the forthcoming 12 months

Additionally, on on-going Best Value Review proposes a number of changes including credit/debit card payments, on-line application forms, 2nd marriage room, Registrars presence in Hope Hospital, new service offerings (see above)

Future aims, objectives and priorities:

Implementation of the GRO review recommendations will be a key priority for the service.

Delivery of naming and civil partnership ceremonies to be introduced.

Citizenship Ceremonies/Renewal of Vows ceremonies 

Future use of interactive website.

Introduction of 2nd Marriage Room 

Future service offerings:

Further “Approved” premises marriage ceremonies 

Presence of Registrar at Local Hospital, and eventually Lift Centres offering greater flexibility for customers

Plans - operational, resources, investment, training:

Information covered in other sections of this document

Marketing and promotion:

Formal marketing via brochures is currently undertaken and regular feedback is encouraged through customer consultation surveys. 

The Registration office Website has also recently been further enhanced. 

A marketing strategy is currently being produced which will consider how to develop our USP. 

Opportunities to sustain and grow market share will be considered, particularly by working in partnership with local businesses and exploiting our ability for further income generation, e.g. through advertising, wedding co-ordinator role, merchandising, representation at bridal fares, stimulating increased numbers of Approved premises, Greater promotion of baby naming, Partnership and marriage re-affirmation ceremonies. 
Partnering initiatives:
Close working with Bereavement Services, Funeral Directors, Hope Hospital and owners of approved premises. 

Risk plan:

Business continuity plan currently being developed.

Critical success factors / obstacles to success

Critical success factors

· Funding and Budget Stability

· Stable client base

· Responsiveness
· Dedicated, trained staff
Obstacles to success

Loss of experienced staff

Directive’s from Registrar General’s Office sometimes limits service flexibility (but this is due to change 2005 following vital changes).

Registrations may be lost in particular births and deaths when geographical restraints lifted.

	MANAGEMENT PERFORMANCE INDICATORS

	Management Performance Indicator
	Target for 2003/04
	Actual for 2003/04
	Target for 2004/05

	Cost of the Registrars function as a % of the Council’s net revenue budget


	0.10%
	Target Met
	0.11%

	Total income received
	£150k


	£206,330.00
	£200K

	% Customer Satisfaction Level
	98%


	100%
	98%

	Length of time to respond to correspondence

· Geneology within 3 working days

  Other within 2 working days


	100%

100%
	3059 – 100% 

1986 – 100%
	100%

100%

	Number of marriages registered at Salford Registry Office


	400


	364
	400

	Number of marriages registered at Approved premises
	130


	124
	130

	Number of Births registered
	2800


	2575
	2500

	Number of Deaths registered


	2800


	2768
	2500

	Counter Applications to be dealt with within 20 minutes
	100%


	6468 – 100%
	100%

	All customers for Births, deaths and marriage appointments to be seen within 10 minutes of their appointment


	90%
	2070/2101

98.5%
	95%

	Number of notices of marriage
	1500
	1901
	1600



	Number of counter applications/Register of Birth, Death & Marriage certificates issues
	10,000
	17559
	17,000



	Number of Citizenship Ceremonies
	New Indicator 2004/05
	N/A


	300

	Number of Complaints Received
	New Indicator 2004/05
	N/A
	Less than 5


Democratic Services

BUSINESS PLAN 2004/05
SECTION 1:  Service Profile

SECTION 2:  Position statement

SECTION 3:  Future plans
AR/SDT

26/4/04
SECTION 1 - SERVICE PROFILE

Service Area / Unit:

Democratic Services :

Incorporating Committee Services, Elections, and Members Services Unit
Service Manager:

Graham Chinn

Main purpose of service:
Last years review enabled the successful integration of services providing support to the democratic process. These included electoral registration ; local, European and parliamentary elections ; support to locally elected members and the Mayor ; Core Clerking service, together with ensuring adherence to the City Council constitution. 

Description of service and how it is delivered:

The service (which is part of Law and Administration) is delivered through three main work areas :

Elections

The main functions of the Elections section are the conduct of local, parliamentary and European elections and the compilation and publication of the Register of Electors.

Specialist core clerking and Procedural

The team provides a full range of support services to the decision making and other bodies of the Council and other organisations in which the Council has an interest.

It also ensures compliance with the council constitution and that procedural requirements are maintained.

It also provides support to the monitoring officer.

Member Support
The new member services unit is a move towards a one-stop shop approach for the majority of elected member needs. This includes administration and secretarial work, casework progress chasing, a member information service and full support to the Mayoralty.

Organisational details:

Staffing resources currently consist of 20 FTE’s (Member Services – 6 FTE’s; Core Clerking/Procedural – 9 FTE’s Elections – 5 FTE’s +temporary staff)

Management is the responsibility of the Head of Law and Administration in conjunction with the Assistant Director (Administration). Individual team leaders manage the sections.

Financial statement:
2004/05 total service budget - £1,972,780  (Gross)

Assets:

All staff are IT literate and have their own PC’s with access to e-mail.

Accommodation is provided mainly within the Old Town Hall building although the Elections team is located within Phase 2, Civic Centre. Accommodation for the member services team, is situated on the first floor of the old town hall building.

The member services unit has the mayoralty function within its portfolio of responsibilities and assets used in connection with this function include the mayor’s regalia and motor vehicles.

The Core clerking/procedural team operate the “Solar” electronic information and agenda facility. Access to this system has recently been extended to the Community.

The elections team have an integrated elections management computer system and operate a rolling registration of electors.
External links / partnerships / contracts:

There are no external partnerships at the moment but contact has been made with 2 other organisations to investigate whether there is scope to share member support.

SECTION 2 - POSITION STATEMENT

Current business - growing / receding / static:

The current business is reasonably static although the Member Services Unit may have an increase in work with the introduction of a new information service.

In Elections, an all postal local election was piloted in May and an evaluation of this exercise showed that elector turnout improved dramatically. Successful lobbying of Government has ensured that this years European and local elections will also be conducted entirely by post.

The Core clerking/Procedural service has withdrawn from minuting the majority of non-decision making meetings but has taken on additional responsibilities including an enhanced responsibility as guardians of the constitution and support to the monitoring officer. 

Customers - types / demands / trends / satisfaction:

Democratic Services has a variety of different and diverse customers :

Member Services : Predominantly elected members although members of the public are also customers of the mayoralty function.

Elections : Members of the public, elected/prospective members, Other Directorates and government departments.

Core Clerking/Procedural : Elected members, other Directorates, local community groups, NPHL boards and other companies in which the Authority has an interest.

Services are performing satisfactorily in meeting Service Plan targets.  Most recent customer surveys indicate general satisfaction with services.  The teams meet all existing needs, but would be unable to expand without additional resources.

Strengths, weaknesses, opportunities, threats:

Strengths

In house skills 

Core/sensitive/confidential work activities (particularly in the Core clerking area)

Loyal/skilled/trained/knowledgeable/committed staff

Responsive service

Working relationships - good customer satisfaction levels

Experience and credibility with customers 

Weaknesses

Lack of detailed management information e.g. benchmarking ; capacity measures

The Democratic Services structure is still relatively new 

Opportunities

Improve speed and efficiency of the election process.

Changes to the electoral process e.g. all postal voting elections are likely to improve electoral turnout (but costs likely to increase)

The mayoralty function can further develop their role in the promotion of the City

Concentration on core clerking activities will free up time to ensure greater adherence to constitutional compliance and better meet the requirements of the Local Government Act 2000.

The recent introduction of the Elections management system will

Threats

Loss of experienced staff, 

Staff uncertainty as to future directions – effect on morale 

Cuts in service/budgets

Client perception that support costs are high

Competitors including any aspects of the service that make it unique:

There is no established private sector market for these services although there may be scope for increased joint Public/Public working. The services provided are critical to ensuring probity and the smooth running of the democratic process.

Performance assessment:

See appendix A 

SECTION 3 - FUTURE PLANS

g) Where do we want to be ?

h) How do we get there ?

Major improvements planned for the next 12 months:

The completion of the review of democratic services has resulted in a number of significant changes in service delivery. The main planned improvements for the coming year are as follows:

· Revise and enhance our current services to elected members

· Ensure compliance with constitutional requirements through training, briefings and updates

· Maintain and improve ethical governance

· Evaluation of the new post of Members Information Officer into the combined unit to ensure Members’ information requirements are being satisfied

· Assistance to be given to members on casework enquiries from the members’ support team

· Staff to be designated from across Law and Administration who can be trained and drafted in to assist the Elections team during peak periods.

Future aims, objectives and priorities:

The service (in common with many other services) is responding to the challenges of the E-government agenda. Further advances can be reasonably anticipated such as electronic voting and perhaps even virtual member meetings.

The priorities of the service will be to continue to promote increased participation in the democratic process and to continue to offer support to those elected representatives mandated by the people of Salford to represent their views.

Future service offerings:

Opportunity to introduce different forms of electronic voting

Opportunity to introduce telephone response to register of elector canvass forms with no changes

Plans - operational, resources, investment, training:

The Elections team plan to revise the postal canvass by the introduction of telephone responses to register of electors canvass forms, which may lead to savings being generated

The Elections team training programme is geared to having as many staff as possible with minimum qualification of AEA certificate. 

Marketing and promotion:

Little formal marketing and promotion is carried out but regular feedback is encouraged through customer consultation surveys. Additionally, the SLA process will provide an opportunity to stress the importance of having responsive, reliable democratic services. 

The mayoralty function promotes itself through its contacts with local community groups.

The Elections Section annually publicises elections through use of leaflets and posters in public buildings, use of banners and articles in Salford People. It also intends to promote understanding of the democratic process through a series of presentations in local High Schools.

In addition the work of the Democratic Services Unit now features on the internet.

Partnering initiatives:
None 

Risk plan:

Business continuity plans are currently being drafted and will be in place by June, 2004.

Critical success factors / obstacles to success

Critical success factors

· Funding and Budget Stability

· Stable client base

· Responsiveness
· Continued IT upgrading programme
Obstacles to success
Slow reaction by other Directorates to changing Constitutional requirements

Public apathy towards the electoral process

	MANAGEMENT PERFORMANCE INDICATORS

	Management Performance Indicator
	Target for 2003/04
	Actual for 2003/04
	Target for 2003/04

	Cost of the Member Support Service function as a % of the Council’s net revenue budget


	0.37
	
	

	To ensure that the Mayor attends a specified number of engagements during the year of office


	435
	
	

	To ensure that the Deputy Mayor attends a specified number of engagements during the year of office


	90
	
	

	% level customer satisfaction


	98%
	
	

	Number of civic tours provided to all interested groups and individuals
	20
	
	

	Time to respond to update on publications from outside organisations


	2 weeks

(municipal year book 1 month)
	
	

	Time to update and distribute list of Elected Members following changes or election


	1 week
	
	

	Transcribe robophoned letters within a specified time


	2 working days
	
	

	Achieve smooth and effective operation of new Member’s Services Unit including the solving of any initial problems
	3 months from set up
	
	

	Attain standard required by Member’s for Information Service (This is to be reviewed at the end of a 6 month trial period)
	6 months from set up
	
	

	Update inventory on civic insignia etc.


	30/08/03
	
	

	Prepare database showing all information relevant to Councillors including length of service, areas of responsibility, positions held etc.

- programme in place with fields identified

- database completed
	           30/10/03

28/02/04
	
	





	MANAGEMENT PERFORMANCE INDICATORS

	Management Performance Indicator
	Target for 2003/04
	Actual for 2003/04
	Target for 2004/05

	Production of minutes to submit to the appropriate meetings of Committees etc.


	100%
	100%
	100%

	To service a minimum number of elected member meetings
	650


	670
	670

	To achieve accuracy in elected member minutes
	100%
	98.99%
	100%

	Number of commendations/complaints received
	Commendations 6

Complaints 0
	Commendations 18

Complaints 0
	Commendations 19

Complaints 0

	To ensure that the requirements of the Local Government Act 2000 are implemented in respect of the democratic process


	100%


	100%
	100%

	To ensure that the Forward Plan is published by the due date each month


	100%
	100%
	100%

	Cost of Committee Administration function as a % of the Council’s net revenue budget


	0.2%
	0.2%
	0.2%

	To reach a 90% customer satisfaction level
	90%


	94.74%
	95%



	MANAGEMENT PERFORMANCE INDICATORS

	Management Performance Indicator
	Target for 2003/04
	Actual for 2003/04
	Target for 2004/05

	Cost of the Elections function as a % of the Council’s net revenue budget


	0.14%
	0.13%
	0.13%

	Percentage of households canvassed


	92%
	90.24%
	92%

	Accuracy of register – number of clerical errors recorded at elections
	100
	18
	20

	Percentage of adult population on register – compared to Registrar General’s mid term estimates
	100%
	96%
	98%



	Number of complaints about polling stations and polling staff
	Nil


	1
	0



	Cost of electoral registration per head of population –18 and over
	£1.09


	£1.09
	£1.10

	Presentations to all High Schools
	31/03/03


	Not Achieved
	31st December, 2004

	Improve electoral turnout


	50%


	40.7%
	41% 

	Cost of local elections per head of population – 18 and over
	£1.08
	£0.87
	£0.90




EMERGENCY PLANNING

BUSINESS PLAN 2004/05

SECTION 1:  Service Profile

SECTION 2:  Position statement

SECTION 3:  Future plans
AR/SDT

10/5/04
SECTION 1 - SERVICE PROFILE

Service Area / Unit:

Emergency Planning
Service Manager:

Peter Towey

Main purpose of service:
To ensure that the City Of Salford is able to suitably respond to any emergency situations that may arise, both now and in the future, and has sufficient plans in place, which will assist the Council (in conjunction with its statutory partners) to discharge this responsibility.

Description of service and how it is delivered:

At present this function is co-ordinated by two members of staff. The Emergency Planning Officer (EPO) has responsibility for preparing and maintaining the Authority’s emergency plans including the “Major incident plan”. The EPO also assists Directorates in the compilation of their own internal emergency plans and other external agencies, which require Local Authority input.

In addition to planning activities, the EPO is the first point of contact with other emergency planning agencies and he has initial responsibility for organising the Council’s response. The EPO also arranges training involving the organisation of emergency exercises.

Organisational details:

Staffing resources currently consist of 2 FTE’s. 

The Emergency Planning Officer undertakes day to day management and reports directly to the Head of Law and Administration.

Financial statement:

2004/05 service budget - £  73,150  (Gross)

Assets:

The EPO and his assistant both have PC’s and access to e-mail. 

Accommodation is situated in a room in the Old Town Hall basement, which would act as an incident control room in the event of a major incident. Should an emergency situation render the Civic Centre unusable, a standby control centre has been designated in the conference room at Turnpike House. The control centre(s) would direct emergency operations during a major emergency.   These control rooms have dedicated communication links in place. 

External links / partnerships / contracts:

Links with the emergency services, health authorities, public utilities and voluntary groups, as well as other local authorities are in place. Co-ordination between different council directorates is also critical to the emergency planning function.

SECTION 2 - POSITION STATEMENT

Current business - growing / receding / static:
Demands on the service may increase in the event of war or terrorist attack.  

Customers - types / demands / trends / satisfaction:

The main direct customers of the service are other council officers, elected members and the emergency services. Indirect customers would be the citizens of Salford.

No formal customer satisfaction is carried out although evaluation of emergency planning exercises is routinely undertaken.

Strengths, weaknesses, opportunities, threats:

Strengths

Trained, experienced, knowledgeable staff

Linkages with external partners

Quality of emergency plans

Weaknesses

Reliant on commitment from internal and external partners

Lack of detailed management information e.g. benchmarking ; capacity measures

Opportunities

To extend the remit of the officers into corporate governance/risk management and business continuity.

Threats

Large scale emergencies of any description

Loss of experienced staff
Competitors including any aspects of the service that make it unique:

There is no established private sector market for this service although there may be scope for increased joint Private/Public working or joint delivery via one or other local authorities.

Performance assessment:

See appendix A 

SECTION 3 - FUTURE PLANS

i) Where do we want to be ?

j) How do we get there ?

Major improvements planned for the next 12 months:

· Increased training for all directorates

· Increase use of IT – Customer Contact Centre message handling

· Development of internal and external EP forums

· Development of further national training courses

· Expand knowledge base regarding biological/nuclear and chemical warfare

· Work with other GM Authorities/North West region regarding plans

Future aims, objectives and priorities:

The future aims, objectives and priorities of the service will be to continue to make suitable planned provision for any emergency incident which may arise and to satisfactorily co-ordinate all such activities. 

Ensure direct response to the national resilience strategy.

Future service offerings:
(see future improvements)
Plans - operational, resources, investment, training:

Information covered in other sections of this document.

nb ; Service funded by central government grant

Marketing and promotion:

No formal marketing and promotion of the service takes place but it is important that the EPO continues to stress to internal and external partners the importance of the function and to ensure continued high levels of commitment and co-operation.

Partnering initiatives:

The service is dependant upon partnership working. However, this is not formalised by documentation.

Risk plan:

Business continuity plan currently being developed.

Critical success factors
Comprehensive emergency plans capable of delivering appropriate responses to a variety of different emergency situations.

Increase co-ordination of service following increased grant.

Obstacles to success

Lack of commitment from partners

Insufficient resources to cater for emergencies

	MANAGEMENT PERFORMANCE INDICATORS

	Management Performance Indicator
	Target for 2003/04
	Actual for 2003/04
	Target for 2004/05

	Cost of the Emergency Planning function as a % of the Council’s net revenue budget
	0.02%
	0.02%
	0.02%



	Achieve standards set by Home Office and proposed by Greater Manchester Review Group


	100%
	100%
	100%

	Number of plan-testing exercises held in year


	2 exercises at corporate and at least 1 exercise in each Directorate
	Exercise "B for

Biological" December

2003. 

Multi agency table 

top exercise attended

across Directorates.

Live play exercise "Glass Knife" scheduled for 30th March  cancelled due to failure of telephone systems (real emergency) .
	2 exercises at corporate level of which 1 exercise will be a live action role play. Exercise will ensure that all ‘key’ staff in Directorates are given the opportunity to participate

	Response times to incidents
	5% reduction in response times in both actual incidents and exercises

over levels achieved in analogous events in 2002/03
	Records maintained. Insufficient incidents for comparison
	Maintain records of response times with the object of achieving a 5% reduction in response times on both actual incidents and exercises achieved in analogous events in 2003/04

	Numbers trained internally in emergency procedures
	At least 12 in each ‘key’ Directorate
	"Handling the Media in Emergencies"  

April 2003 150 staff 

trained across

directorates.

"Schools guide to 

Managing Emergencies"

85 staff trained

Ongoing Training Development.
	At least 12 in each ‘key’ Directorate: C & SS, Env Serv, Ed & Leisure

	Ensure preparedness for all major incidents and emergencies through application of the National Resilience (Emergency Planning) model
	-
	-
	April 2005

(new indicator)


LEGAL SERVICES

BUSINESS PLAN 2004/05

SECTION 1:  Service Profile

SECTION 2:  Position statement

SECTION 3:  Future plans

CS/SDT

10/5/04
SECTION 1 - SERVICE PROFILE

Service Area / Unit:

Legal services

Service Manager:

Ian Sheard
Main purpose of service:

Provision of legal services across spectrum of Local Government work, including advocacy, advice, drafting.

Description of service and how it is delivered:

The service provides a range of legal services to all City Council Directorates including land and property transactions, civil and criminal litigation, childcare and adult social services issues, appeals and tribunal work and contract formation. It also undertakes work on behalf of GMPA. The service includes specialist outstationed Housing and Crime and Disorder legal teams and a senior officer in Development Services. Licensing and Local Land Charges are also areas of work under the supervision of the Assistant Director (Legal Services).

The only significant area of legal work not undertaken by the team is personal injury work, which is commissioned by the Council’s insurers.

Organisational details:

Staffing resources currently consist of 51 FTE’s with a range of admitted staff (I.e. solicitors), part and fully qualified Legal Executives and clerical and administrative staff.

Management is the responsibility of the Head of Law and Administration in conjunction with the Assistant Director (Legal Services) and individual team leaders.

Financial statement:
2004/05 service budget - £1,718,560 (Gross)

Assets:

All staff are IT literate and have their own PC’s with access to e-mail.

The Land Charges section operates a computerised search system.

A Case Management system and computerised debt recovery system has been introduced.

Accommodation for the majority of legal services staff is provided within the Phase 2 building at the Civic centre complex. The exceptions are as follows :

· The Licensing team is situated within the basement in the Old Town Hall Building. This is new accommodation fitted out in August 2003.

· The outstationed Crime and Disorder legal team is situated at Elmstead House, Swinton.

· The outstationed Housing Legal team is situated at Turnpike House, Salford.

External links / partnerships / contracts:

Partnership Agreement with Messrs Cobbetts, Solicitors to aid peaks and troughs in workload and to share skills and expertise.

A limited amount of work is commissioned from Barristers chambers whilst personal injury legal work is undertaken by external solicitors commissioned by the City Council’s insurers.

SECTION 2 - POSITION STATEMENT

Current business - growing / receding / static:

Service volumes are generally stable though there are increasing demands in a wider range of work types :

Social Services legal work

Land Charges

Debt recovery

Crime and Disorder anti social behaviour orders

Benefit Fraud Prosecutions

Planning Enforcement

Compulsory Purchase Orders

Customers - types / demands / trends / satisfaction:

All City Council directorates (and GMPA) are customers of the Legal Services Division. Members of the public are also customers of the Licensing section, whilst local solicitors tend to be the major customers of the Land Charges team.

Customer satisfaction surveys are carried out biennially and reveal good customer satisfaction levels. A survey will be undertaken in 2004. Periodic feedback meetings are also conducted with customers to ascertain satisfaction with the way in which the service is provided.

Strengths, weaknesses, opportunities, threats:

Strengths

In house skills – Strengthened by informal external partnership with private practice

Core/sensitive/confidential  work activities (In many areas)

Loyal/skilled/qualified/knowledgeable/committed staff

Broad range of skills and expertise

Extremely responsive

Single point of contact

Low unit costs – far cheaper than private practice

Staff knowledge base

Working relationships- High customer satisfaction levels

Experience and credibility with specialist customer base

Physical proximity

Weakness

Lack of detailed management information, e.g. paucity of benchmarking information. absence of time recording.

Rigidity of pay structure

Lack of staff retention programme

No formal accreditation e.g. LEXCEL

Lack of practice manager/Office Manager

Limited ability to trade

Responsiveness of service demand can make strategic management difficult

Opportunities

Large new area of work arising from Licensing Act 2003

Social Services (and other) work continues to grow

Marketability of specialist skills

Threats

Loss of experienced staff,

Staff uncertainty as to future directions

Cuts in service/budgets

Client base could diminish

Competitors including any aspects of the service that make it unique:

External firms of solicitors may be perceived as our main competitors. The in-house service has evidence however, to suggest that its hourly rates are more competitive than Private Practice. In addition there are a number of activities that are undertaken by the in-house team where, in many cases, Private Practice simply does not have the expertise.

Performance assessment:

See appendix A

SECTION 3 - FUTURE PLANS

k) Where do we want to be ?

l) How do we get there ?

Major improvements planned for the next 12 months:

· LEXCEL accreditation

· Greater emphasis on Case Management and time recording due to new IT systems now in place

· Replacement of the “Debtco” computerised debt recovery system will continue the production of efficiencies in legal debt recovery work

· A major new area of work arising from the implementation of the Licensing Act 2003 is likely during the coming year. This will have major workload implications for the Division.

· Further collaborative work with Messrs Cobbetts

Future aims, objectives and priorities:

· The service needs to evolve to respond to changing demands (e.g. the new Justices’ Licences area of work arising from the Licensing Act 2003).

· Better management information provided by the replacement Case Management system will prove invaluable in allocating work, ensuring targets are adhered to or exceeded and monitoring costs.

· The service also wants to examine whether there is a case for engaging a practice manager/office manager to assist in the efficient management of the business.

· Future service initiatives may involve a move towards greater e-conveyancing.

· Introduction of a document management system that would aid e-conveyancing and resolve major storage problems.

· Possible e-enablement of local licensing

Future service offerings:
Justices’ licences
Plans - operational, resources, investment, training:

Information covered in other sections of this document
Marketing and promotion:

No formal marketing and promotion is carried out but regular feedback is encouraged through periodic customer consultation meetings. Additionally, the SLA process will provide an opportunity to stress the importance of having a responsive, quality legal service.

Partnering initiatives:

A partnership with Messrs Cobbetts (Solicitors) provides skills and capacity support. The in-house team provide skills and expertise in exchange.

Risk plan:

Business continuity plans are currently being drafted and will be in place by June 2004.

Critical success factors / obstacles to success
Critical Success Factors

· Client confidentiality/ Trust

· Sensitivity

· Value for money

· Ability to deliver a responsive service

· Maintaining skills and expertise in “core” work areas

· Funding and Budget Stability

· Retention of skills and abilities
· Obstacles to success

· Diminishing customer base

· Unrealistic customer expectations

	MANAGEMENT PERFORMANCE INDICATORS

	Management Performance Indicator
	Target for 2003/04
	Achieved Targets
	Target for 2004/05

	COST
	
	
	

	Cost of the legal function shown as a % of the net revenue budget
	0.59%


	0.59%
	0.59%

	CUSTOMER SATISFACTION
	
	
	

	No of customer contact meetings taking place
	18


	15
	18

	COMPLAINTS
	
	
	

	Number of complaints


	0
	2
	0

	% of complaints resolved to complainant’s satisfaction
	100%
	100%
	100%

	LITIGATION TEAM
	
	
	

	% of prosecutions brought resulting in convictions
	New PI
	New PI
	90%

	% of orders published within 4 weeks of receipt of instructions


	90%
	95%
	95%

	FAMILY AND COMMUNITY
	
	
	

	% of applications for care/supervision orders issued within 5 working days following receipt of instructions


	100%
	100%
	100%

	% of Case Conferences attended where attendance is required


	100%
	100%
	100%

	% of Freeing Applications issued within 14 days
	100%
	99%
	100%

	HOUSING
	
	
	

	% of injunction orders/undertakings obtained on application
	New PI
	New PI
	95%

	% of cases where the amount paid in compensation was less than a part 36 offer


	100%
	100%
	100%

	LAND AND PROPERTY TEAM
	
	
	

	Value of capital receipts received


	100%
	£18.9 M
	£19 M

	CRIME AND DISORDER
	
	
	

	ASBO’s obtained as a % of ASBO’s applied for

LICENSING
	80%
	90%
	92%

	% of written acknowledgement to complaints within 3 days
	New PI
	New PI
	100%

	% of public entertainment licences issued within 3 days of receiving satisfaction reports from Building Control and the Fire Service
	New PI
	New PI
	100%


	Management Performance Indicator  BVPI 179
	Target for 2003/04
	Actual for

2003/04
	Target for 2004/05
	Target for

2005/06

	LAND CHARGES TEAM
	
	
	
	

	% of standard searches carried out in 10 working days


	96%
	98.54%
	99%
	100%


Support Services Unit and Copy Print Unit

BUSINESS PLAN 2004/05

SECTION 1:  Service Profile

SECTION 2:  Position statement

SECTION 3:  Future plans
SECTION 1 - SERVICE PROFILE

Service Area / Unit:

Support Services Unit (SSU) / Copy Print Unit (CPU)

Service Manager:

Alan Heason
Main purpose of service:

To provide a range of clerical and administrative support to the Corporate Services Directorate and to provide a telephone switchboard and an out of hours emergency (OOH) telephone enquiry and referral service for the City Council. 

To provide quality, cost effective reprographics services to a range of customers across the City Council and to other public sector organisations. 

Description of service and how it is delivered:

The support services function provides a variety of services including: -

Petty cash ; Administration and booking of Committee rooms ; Administration of assisted car purchase scheme ; Administration of flexitime, leave and sickness absence ; Supply of goods and stationery ; Ex-gratia payments ; Equipment maintenance ; Accident Book ;

Placing requests for building repairs (phase 3 only) ; Travel warrants and hotel accommodation ; Placing of advertisements and public notices ; Fire evacuation procedures ; Placing of orders for sundry goods and services ; Postal Services – (collecting, delivery and distribution) ; Management of abeyance book,  Word Processing.

The copy print unit provides the following services :-

High volume photocopying ; Digital colour photocopying ; Arranging printing with external printers ; Comb binding ; Pamphlets Posters and tickets ; Overhead transparencies ; Laminating ; Drilling Heavy duty stapling ; Artwork.

Organisational details:
Staffing resources currently consist of 30 FTE’s within the support services function (Including the switchboard, OOH and Word Processing teams). The Copy print unit has a total of 6 FTE’s. 

Management is the responsibility of the Head of Law and Administration via the Assistant Director (Administration) and the Support Services Manager. 

Financial statement:

2004/04 service budget - £1,600,860  (Gross)

Assets:

All staff within the support services unit are IT literate and have their own PC’s with access to e-mail and various office software packages.

The Copy print unit has the following equipment on rental from Danka : 

-
i.s 110 not net worked

-
infotec 4105e networked (with on line booklet maker) 

- 
nfotec 4805e networked

-
infotec 7410e networked (colour) A3/A4

-
Ifotec ipc 2838 printer networked (colour) A3/A4

-
Toshiba 310c networked (colour) A3/A4 NEW

 Risograph (at present not networked)

Accommodation for the support services unit is provided mainly within Phase 3, Civic Centre although the Switchboard staff are located in the basement of the Old Town Hall and the OOH emergency team is located within Phase 2, Civic Centre Building. The Word Processing Operators are located within the various teams.

The Copy print unit is based within the basement of the Old Town Hall building.

External links / partnerships / contracts:

The copy print unit has developed close working relationships with a number of external printers and operates a database of firms able to undertake lithographic work at competitive prices. The unit manager negotiates the best deal on behalf of internal customers using his professional knowledge.

SECTION 2 - POSITION STATEMENT

Current business - growing / receding / static:

The business of the Copy print unit is fairly steady as evidenced by measurable volumes. Following the introduction of the “Solar” electronic agenda and minute system it was expected that the unit’s output would reduce significantly but this has not happened.

The Support Service unit has undergone considerable change and continues to improve. A management review is currently being conducted to evaluate amongst other things how successful these changes have been. The review will also help in ascertaining the future role of the Unit to ensure the Unit provides efficient and effective support to the staff within Corporate Service. It is likely that further change will result.

Customers - types / demands / trends / satisfaction:

The support services units’ principal customers are the Corporate Services Directorate, although certain of the services e.g. Car Loans, Booking of Committee Rooms are provided to all Directorates. The switchboard Staff and OOH team provide a service to the entire City Council, Members of the Public and a large number of organisations. Additionally, the postal service undertakes collections and deliveries for the Chief Executive Directorate and GMPA and provides a central mail service to the whole of the City Council via the internal mail service.

The Copy print unit undertakes reprographics work on behalf of the City Council and is always looking to expand its customer base with other public sector clients. Customer satisfaction is consistently high. 

Strengths, weaknesses, opportunities, threats:

Strengths

Support Services Unit and Copy Print Unit

In house skills 

Loyal/skilled/trained/knowledgeable/committed staff

Broad range of skills and expertise 

Extremely responsive but can also be pro active to improve the service offered.

Flexibility

Confidentiality

Weaknesses

Support Services Unit

Detailed management information e.g. benchmarking ; capacity measures has been very difficult to obtain and it has now been decided not to pursue this but to concentrate more on internal measures and improvements.

Outdated equipment for telephone system although switchboard consoles have recently been updated. Equipment within the Out of hours emergency services team is outdated.

Diverse collection of services e.g. switchboard and OOH with few direct linkages

A number of services e.g. flexi, leave, sickness are provided only to colleagues in Corporate Services rather than across the whole Council 

Copy Print Unit
Lack of detailed management information e.g. benchmarking ; capacity measures (see above).

Opportunities

Support Services Unit

Out of hours service could be extended to other public bodies

Management Review will give a clear guide as to those customer orientated services the unit will provide.

Copy Print Unit

Reprographics has potential to expand client base and generate income

Threats

Support Services Unit
Staff uncertainty as to future directions – effect on morale 

Cuts in service/budgets

Client base could diminish

Client perception that support costs are high

Increasing electronic delivery may affect paper dependent services in the long term 

Further development of call centre and electronic access may also impact on Switchboard; Out of Hours services and Word processing operators

Copy Print Unit
Increasing electronic delivery may affect paper dependent services in the long term

Cuts in service/budgets

Competitors including any aspects of the service that make it unique:

There are established markets for both clerical and administrative tasks and a particularly competitive market for reprographic work. The edge that these services have is that they offer responsive services and can be trusted with confidential material. Cost comparisons between the Copy print unit and external printing firms indicate that the internal service offers good value for money.

Performance assessment:

See Appendices A and B

SECTION 3 - FUTURE PLANS

m) Where do we want to be ?

n) How do we get there ?

Major improvements planned for the next 12 months:

The support service unit is coming towards the end of a management review and following that review it is envisaged that a clear role for the unit will be defined that will ensure the Unit provides an efficient and effective customer orientated service. It is likely roles and responsibilities may change as a result.

The copy print unit has a rolling programme to replace outdated equipment. It is also investigating opportunities for new markets.

Future aims, objectives and priorities:

There seems to be opportunities to provide a more integrated support service function across the Authority e.g. one postal service for the whole Authority rather than one per Directorate.

The aim of the review of support services will be for the unit to allow staff within the Directorate to concentrate on their “core” functions.

Similarly, there may be opportunities for the Copy print unit to offer a more comprehensive and targeted selection of products if complementary services from other parts of the City Council were merged into a single unit, e.g. Graphic design, IT, Education and Leisure

Future service offerings:

The review of support services may determine different and additional service offerings. It is also intended to agree and publicise a protocol regarding use of the word processing support.

Plans - operational, resources, investment, training:

ECDL Training is continuing in both sections

New PC’s have recently been provided to the OOH team.

Marketing and promotion:

The support services unit publishes details all the services that it provides and the standards that customers can expect. The document is published on the Salford Intranet and will be updated following completion of the review.

Information on the work of the out of hours emergency team is also published on the intranet.

The copy print unit is to organise an open day where customers can take the opportunity to see the latest products and quality that they can expect. 

Partnering initiatives:

The Copy Print Services Unit has established linkages with a number of external printing companies in order to maximise value for the City Council for non reprographic work.

Risk plan:

Business continuity plans are currently being drafted and will be in place by June, 2004.

Critical success factors / obstacles to success

Critical success factors

Funding and Budget Stability

Stable client base

Retention of staff

Clear role identified

Obstacles to success

Diversity of services sometimes makes management difficult

Different locations and hours of work of some of the services can sometimes make management difficult

	MANAGEMENT PERFORMANCE INDICATORS – Copy print unit                                                                                          Appendix A

	Management Performance Indicator 
	Target for 2003/04
	Actual for 2003/04
	Target for 2004/05

	% level of customer satisfaction
	97%


	Survey not completed
	97%

	Volume of black and white reprographic work 


	400,000 copies per month
	4,951,141 (full year)
	450,000 per month

	Volume of colour reprographic work 
	10,000 copies per month


	194,411 (Full year)
	12,000 per month

	Percentage of reprographic work undertaken in-house


	99%
	100%
	99%

	Maintain database on private sector costs, quality, outputs etc, for all litho printing work which is used to obtain best VFM on behalf of the Authority


	Fully comprehensive database containing details of at least 11 external printing rates


	Database of 11 achieved
	11 external

	Cost per sheet of standard black and white copying


	2/3p per copy
	3p per copy
	3p per copy

	Cost of the printing/reprographics function as a % of the Council’s net revenue budget


	0.18%
	0.18%
	0.18%

	Volume of Risograph work
	50,000
	730,049 (Full year)
	54.000 per month



	MANAGEMENT PERFORMANCE INDICATORS

	Management Performance Indicator
	Target for 2003/04
	Actual for 2003/04
	Target for 2004/05

	Support Services 


	
	
	

	To monitor the number of complaints and show as substantiated or non substantiated


	0
	0
	0

	Undertake management review of the Support Services Unit


	-
	-
	31/12/04

	Promote the Support Services unit to all staff within Corporate Services


	31/12/02
	Intranet pages

 published
	To be updated following completion of management review

	Number of orders produced on SAP


	2,600
	2776 orders

4971 lines
	2600

	Cost of the support services unit as a % of the Council’s net revenue budget


	0.17%
	0.17%
	0.17% (Consolidated figure)

	Postal Service

	
	
	

	9.45 am deadline for the opening of post
	90%


	97 %


	98%

	4.15 p.m deadline for outgoing post to be ready for collection by Royal Mail


	100%
	100%
	100%

	Collection and delivery before 10.30 am

Collection and delivery before 3.15 pm
	95%

95%
	93% 

99%
	95%

99%

	Telephone Services (Normal office hours)

	
	
	

	Percentage of calls answered within corporate standard (which is within 30 seconds)
	70%


	86%
	87%

	Number of calls answered
	142,000


	96,219
	96,000

	Telephone Services (Out of Office Hours)

	
	
	

	Number of calls answered per annum
	31,000


	30,995
	31,000

	Customer satisfaction rating
	80%
	6 complaints
	90%

	Word Processing

	
	
	

	Customer satisfaction rating
	90%


	Survey not completed
	90%

	Cost of word processing service as a % of the Council’s net revenue budget


	0.06%
	0.06%
	0.06%


Appendix B5
STRATEGY DEVELOPMENT TEAM 

BUSINESS PLAN 2004/05

SECTION 1:  Service Profile

SECTION 2:  Position statement

SECTION 3:  Future plans

CS/SDT/AML

10/5/04

SECTION 1 - SERVICE PROFILE

Service Area / Unit:

Strategy Development Team (SDT)

Service Manager:

Allison Lobley
Main purpose of service:

To develop strategy in conjunction with the Senior Management Group and to facilitate improved performance across the Directorate.

Description of service and how it is delivered:

The SDT has a remit to lead on all aspects of performance management/review within the Corporate Services Directorate. This entails collation, analysis, production and presentation of an extensive array of reports to the following bodies: 

Quality & Performance Scrutiny Committee

Cabinet

Quality Performance Evaluation meetings

Directors' Team

Senior Management Group

Lead Members

Service Heads

The Team constantly reviews and redefines processes in line with the growth in the council's performance management culture, and assists with the development of the City Council’s Strategic and Best Value Performance Plans and the linkages with the overarching “Pledges” and other key city council priorities. In addition, it produces and coordinates the directorate's responses on CPA and the IDeA Improvement Programme.

The unit manages the Directorate’s best value programme and has a key role in working closely with Review Team Leaders in leading and conducting reviews. It also recommends and implements best practice by keeping in touch with Best Value Reviews / CPA inspections etc

It takes a lead role in the compilation of the annual service plan and monitors progress against targets. 

Where appropriate it is actively involved in change management and performance improvement and leads specific issues and projects as they arise (e.g. Strategic Partnership).  

The service is delivered through the allocation of individual “Portfolio” posts to all divisions within the Directorate.  

Where possible, larger projects utilise Prince 2 with the involvement of the project support office (ICT Services), and the latest technology is used in the provision of our services where appropriate e.g.: Shareware for the production of the Service Plan.

Organisational details:

Staffing resources currently consist of 4 FTE’s, plus 1 Part Time Administrative Support Officer.

The SDT reports directly to Senior Management Group.

Financial statement:

2003/04 service budget - £ (Gross)

Assets:

All members of staff have PC’s and access to e-mail. 

Laptops and projectors for presentations etc.

Accommodation is situated in the Computer Centre building located at the Civic Centre complex.
External links / partnerships / contracts:

Whilst the SDT does not have any external partnership links, it has close working relationships with all other divisions within the Directorate and wider internal customers. For example: it is currently working with Manchester Business School on the ICT Services BVR. It also continues the role of E-Government champion for the Directorate. 

The Team recently worked with Community Pride to conduct the council's Budget Consultation exercise, and works directly with the Audit Commission and the North West Learning Grid.

SECTION 2 - POSITION STATEMENT

Current business - growing / receding / static:
Demands on the service are likely to increase given the increased number and scope of BVR's, and its pivotal role in working with colleagues on the achievement of IIP, and the new marketing initiative.

The Team is often involved in special projects at the request of SMG, in the light of its objective position within the directorate e.g. disciplinary investigations.

It continues to expand and develop the portfolio role in conjunction with Service Heads, and constantly revises service / business plans in line with the achievement of the corporate objectives of the council.

Customers - types / demands / trends / satisfaction:

The main customers of the service are colleagues within the Corporate Services Directorate. Other customers include elected members and colleagues within other Directorates, and members of the public through consultation.

The Team provides its services through the "portfolio" approach as previously requested by service heads.

Strengths, weaknesses, opportunities, threats:

Strengths

Staff within the section come from a variety of different backgrounds and professional disciplines. This diverse collection of skills has enabled a strong, multi skilled team to develop which is capable of undertaking complex projects as well as driving forward the change agenda.

The team has a strong collective responsibility and is perceived by senior management as a trusted and confidential resource.

Due to the implementation of a portfolio way of providing services staff within the section are becoming very knowledgeable about the services they support.

Weaknesses

Often change management meets resistance from staff and this can sometimes be difficult to overcome. Current office accommodation in an open plan office can sometimes lead to confidentiality concerns.

Opportunities

To cement linkages with other parts of the organisation involved in Performance improvement/change management including ICT Services, internal audit, scrutiny and the central Best Value and Performance Team. Working with colleagues to retain existing business and look for opportunities for business growth.

Threats

The introduction of new partnerships by customer directorates could have an impact on support services and as a corollary, on SDT itself.

Greater demands on the team resulting in under capacity

Competitors including any aspects of the service that make it unique:

Competitors
Confidentiality and strategic positioning of the team mean that it is unlikely to prove attractive to external competition. 

Aspects of the service that make it unique

As the team works directly to SMG it has a corporate view of the total service provided by the Directorate.  

Performance assessment:

Here is a summary of our main areas of achievement during 2003/04:

· Facilitation of market testing exercise to decision stage and successful conclusion of strategic partnership project

· Introduction of business planning throughout the directorate

· Implementation of SPIN for Corporate Services

· E-government champion role

· Initial review of Support Services function for Law and Administration
SECTION 3 - FUTURE PLANS

o) Where do we want to be ?

p) How do we get there ?

Major improvements planned for the next 12 months:

· Working with Review Team Leaders to lead and conduct 3 Best Value Reviews

· Link for piloting new CPA methodology

· Further enhancement of business planning throughout the Directorate

· Continued implementation of SPIN including roll out to Lead Officers(corporate performance management system)

· Further enhancement of portfolio role

· Continue key role in the delivery of E-Government within the Directorate via E-Government champion

· Leading the IIP project for Law and Administration

· Marketing

· Customer satisfaction survey

· Supporting the achievement of LEXCEL accreditation

· Include information on SDT on directorate's intranet site

Future aims, objectives and priorities:

Activity will focus on best value reviews, performance management/improvement, and the change management agenda, the delivery of E-Government targets, and development of a marketing strategy for the directorate.

Future service offerings:

· Lead on all aspects of performance management / reviews within the Directorate

· Management of the Directorates Best Value programme and involvement in reviews

· Facilitation of the Directorates input to the City Councils Best Value Performance Plan

· Co-ordination and compilation of the Directorates annual service plan

· Monitoring of Service Plan performance including regular reporting

· Active involvement in change management and performance improvement

· Involvement in specific issues and projects on behalf of or for the Directorate

· Recommend and implement best practice by keeping in touch with Best Value Reviews / CPA inspections etc

· Enhancement of business planning throughout the Directorate

· Use of SPIN (corporate performance management system)

· Further enhance portfolio role

· E-Government champion for the Directorate

Plans - operational, resources, investment, training:

Operational

· To further enhance portfolio role resulting in closer working relationships with customers

Resources

· During 2004/05 the unit will have part-time administrative support which will be reviewed after 12 months.

Investment

· No planned investment requirements

Training
· ECDL training
· Council Best Value process

· Ad hoc opportunities to enhance business knowledge and expertise
arketing and promotion:

No formal marketing and promotion of the service takes place, however “Portfolio” holders attend divisional team leader meetings on a regular basis. Additionally, the team arranges the quarterly Corporate Services team leader forum meetings.  The unit publicises the Directorates annual Service Plan.

The directorate as a whole is looking for opportunities to market its services across the council.

Partnering initiatives:

The team has strong ties with all parts of the Directorate as well as other parts of the City Council. See the paragraph on external links. 

Risk plan:

Corporate risk management strategy has now been developed.

Main risks specifically for the unit include:

· Retention of existing knowledgeable staff

· Unclear or changing priorities / initiative overload / diverting staff into special projects

· A shared risk with our colleagues across the directorate regarding potential for a diminishing customer base

· Accommodation – extremely confidential work being conducted/discussed in an open office environment which is also used as access to a training facility

Critical success factors / obstacles to success

Critical success factors

Continued support from management and Directorate team leaders

Sufficient resourcing

Rigorous project management

Acknowledgement that performance is part of the day job

Obstacles to success

Lack of commitment from Directorate colleagues

Recognition of the service provided by the unit

Acceptance within the Directorate of the need to have effective performance management and reporting

A general lack of understanding and acceptance of the business planning process across the directorate

STRATEGY DEVELOPMENT TEAM

PLANNED SERVICE IMPROVEMENTS FOR 2004/05

	Performance Improvement Plans – Future Targets



	Future Target
	Target Dates

	
	

	Completion of ICT Services BVR
	31ST March 2005

	Completion of Employee Relationship Management BVR
	31ST March 2005

	Completion of Registrars BVR 
	30th June 2004

	Enhance and further develop directorate business plans
	Ongoing

31st March 2005

	Further enhancement of portfolio role
	Ongoing

31st March 2005

	Continued implementation of SPIN
	Implementation timetable to be determined corporately

	Seek accreditation for IIP and LEXCEL within Law and Administration
	31st March 2005

	Development and production of a draft marketing strategy for Corporate Services
	30th November 2004

	Conduct a customer satisfaction survey for SDT
	31ST December 2004

	Development of an intranet home page for SDT
	31ST December 2004


Appendix B6
HUMAN RESOURCES TEAM

PLANNED SERVICE IMPROVEMENTS FOR 2004/05

	Performance Improvement Plans – Future Targets



	Future Target
	Target Dates

	
	

	All appraisals to be completed 
	30th June 2004

	Establish training database for Corporate Services
	31st August 2004

	Production of a Corporate Services Training Plan
	31st January 2005

	Submission of quarterly reports to SMG on managing absence
	Commencing July 2004

	Production of draft HR Strategy for Corporate Services
	30th June 2004


Appendix C
Corporate Services’ Equalities Action Plan 2004/05

Here are our targets on equalities issues for the coming year:

· Include specific training on equalities issues within the Directorate Training Plan.  This will be planned in accordance with the Corporate Training Strategy on Equalities, which will form part of the Council’s Human Resource Strategy.  This Strategy is expected to be approved in September, 2004.  In the meantime, equalities training will be provided for senior managers and key front-line staff from August, 2004.


Target for including equalities issues in Directorate Training Plan; 
November, 2004.

· Agree a clear strategy for consultation by the directorate on equalities matters.  This will include our contribution to corporate consultation, which will be used as much as possible to avoid duplication and the possibility of “consultation overload” on consultees.  Partners in Salford are currently carrying out a project on consultation (Good Practice in Community Involvement Project) and this will inform a Consultation and Engagement Strategy, which is expected to be approved in October, 2004.  The corporate Officer Working Group on Equalities (OWGOE) will discuss the findings of this project and will make recommendations as to the methods of consultation on equalities issues.  

Target date for Corporate Services to have a clear plan for consultation on equalities issues, in the light of the Consultation and Engagement Strategy;  December, 2004.

· Agree an action plan to meet the requirements of part 3 of the Disability Discrimination Act 1995.  This action plan will show how the directorate intends to improve access to services, employment, the built environment and information.  Advice and training will be provided on completion of the action plan, which is now in preparation.  The directorate plan will form part of a comprehensive plan for the Council and this plan will be in place by October 2004, in accordance with the legislation.

Target for Corporate Services to prepare and adopt an action plan in accordance with part 3 of the Disability Discrimination Act 1995;  

July 2004.  
Appendix D

Consultation

	Consultation Exercise
	Date

	Law and Administration

Equalities

· consult with community, staff, stakeholder groups, Members and

other Directorates on equality issues, including Equality Impact Assessments, service delivery, aspects of the Corporate Equalities Plan, targets, action plans and monitoring procedures

Complaints Procedure guidelines and new electronic monitoring

Freedom of Information Act / Data Protection – assessing how far embedded in organisation

Constitution – amendments and its workings

Community Justice Centre and provision of Magistrates’ Court by PFI, with consideration of future use of existing Bexley Square building (may run over into 2005/06)


	Plan to be produced by 31st December 2004

Consultation to be undertaken in the light of the corporate Consultation and Engagement Strategy

31st March 2005

31st March 2005

31st March 2005

31st March 2005


	I
CT Services

BVR Customer satisfaction questionnaire
Help Desk

The help desk will continue to issue post service questionnaires to a random selection of callers to the help desk and report quarterly on satisfaction rating as a management performance indicator

ICT Training and Support

The training unit will continue to ask delegates to complete post training questionnaires and report quarterly on satisfaction rating as a management performance indicator
	May / June 2004

Ongoing

Ongoing


	Customer Services

Customer satisfaction ring back surveys.

These are carried out each month by the corporate call centre and usually involve ringing back 200 customers who have contacted the organisation within the last 4 weeks.

Face to face exit surveys
We also allow customers to make comment on an ad-hoc basis using our ‘Are we getting it right ‘exit cards.

Large scale consultation exercises

These normally take pace either annually or biannually; they may be in accordance with legislation or as part of a change management process. This type of exercise is normally carried out by post but may also be split across all the usual access channels

Working with our Partners

Methods deployed:

· Through regular formal liaison with our service partners

· Through monitoring of our Service Level Agreements with such partners to ensure that they reflect the best opportunities for us to work together to best effect

· Through specific survey work with our partners such as the Landlord survey which we conducted in September 2002

Working with our staff

Our approach includes:

Our annual surveys of all staff within Salford Direct 
Bi-monthly team meetings 
Staff Suggestion Scheme 
Staff Development Group 
Salford Direct newsletter “Direct News” 

Salford Direct intranet facility

Other consultation methods deployed include:

Through various posters/whiteboard facility within reception area

Website comments facility 

Communications through issue of annual council tax bills 

Monitoring of informal complaints/comments 
Through ongoing formal liaison with service partners as part of our service level agreements with them 

Feedback from elected members


	Ongoing

Ongoing

Conducted 2003/04

Analysis available 2004

Ongoing

Ongoing

Ongoing


	Finance

Best value review SAP/HR

Consultation will be carried out by Axon Solutions with Assistant Directors to assess the level of service they are receiving and proposed developments for the future.

Focus groups with all stakeholders to consult on proposals arising from the best value review.  Throughout the review process we will be consulting with customers as there will be customer representatives on the project team.

Budget Consultation 2005/06 

To involve the public more in understanding the budget process. To carry out consultation on the budget with the public and involve more community participation.  To carry out Youth consultation through youth clubs within the city. 

SLAs

Ongoing consultation on the provision of support services to other directorates, NPHL and SCL. This includes preparation of annual SLA documents for consultation with customers, and regular meetings with all client directorates on service delivery issues.

Audit

Audit client quality control questionnaire

Audit Committee

Corporate Governance

Consultation with members and officers on embedding Corporate Governance within the organisation and further expansion and monitoring of it.

	June 2004

July / August 2004

November 2004 and January 2005

Ongoing

Ongoing

Quarterly

31st March 2005
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' The matrix below shows all 2003/04 performance against Best Value Performance Indicators and Local Performance Indicators for Corporate Services which are published in the Council's Strategic and Best Value Performance Plan as well as the next three years targets'
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Martin Vickers


Head of Customer Services














Administration Officer














Web Content Manager














Web Administrators 


(3)











Community Telematics 


Project Manager














Business Development & Communications Manager





Assistant Director (External Services)











SALFORD DIRECT


(EXTERNAL SERVICES)





Assistant Director (Internal Services)














SALFORD DIRECT 


(INTERNAL SERVICES)





Programme & Project Manager





3 Project Officers


(3)








Customer Contact Centre Development


Officer


(1)











Community ICT Officers


(8)











Section Leaders 


(7)





Business


Rates


(13)





Cashiers & Control


(7)








Central Team


( 17 )











Council Tax & Benefits


(66)








Council Tax Recovery


(11)








Revenue Support Services


(29)














Investigations & Overpayments


(38)








Housing


Services


(38)








Housing


Benefits


Public 


(8)








Housing


Benefits


Private


(10)








Environmental


Services


(14)








Council Tax 


(10)





Counter Services


(18)





Customer Contact Centre


Manager


(1)








Counter Services


Manager


(1)














Customer Contact 


Centre Team 


Leaders


(8)


 











Salford IT Net


Main Focus PRODUCTS AND INFRASTRUCTURE





Salford @dvance


Main Focus BUSINESS TRANSFORMATION





Business Process Re-engineering Consultancy


E-Government Services


Project Management Consultancy


ICT Training and Support








Software Development & Technical Services


Desktop Services


Help Desk





JOINTLY:


Development of Corporate ICT Strategy, Research & Development and E-Government Programme





Member’s Services Unit – Appendix A





Committee Services _- Appendix A





Elections – Appendix A





Support services                                                                                                                                Appendix B
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Community Telematics


· Provide opportunities for all citizens to benefit from ICT facilities and skills


· Develop skills to enable citizens to enhance their lives socially, economically, and in terms of access to services.


Service Improvement


Promoting Inclusion in Salford


Encouraging Learning, Leisure and Creativity in Salford

General


· To continue to seek and maintain recognition for the excellent services provided within Customer Services ( IIP, Community Legal Services Quality Mark) in the year up to 31st March 2005


· To develop our Business Continuity Plan by the end of September 2004.


Service Improvement


_1146032959.doc
· Encourage the development and cross-skilling of staff within External Services to ensure that staff are given effective support in dealing with the planned increase in new services and continue to provide high quality customer services. (31st March 2005)


Creating Prosperity In Salford - Maintaining a high quality workforce to drive the prosperity of the City 


Internal Services


· Maintenance of performance against the Performance Framework plan and retention of 4 star rating for the Benefits service.


Service Improvement


· To fulfil all requirements and expectations in respect of our achievement of Beacon status for the Benefits service, in accordance with our Beacon Dissemination Action Plan.


Service Improvement


Raising the profile of the City

· Implementation of new Council Tax and Benefits System by 31st December 2004.


Service Improvement


· Further development of payment opportunities by 31st March 2005, and a corporate debt policy by 30th June 2004.


Service Improvement


· Supporting ICT Services in ensuring effective rollout of the Iclipse Document Management system corporately across the Council.


Service Improvement


· Improved BVPI performance in all areas.


Service Improvement
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External Services


· Further development and implementation of the Think Customer strategy through using the Contact Centre as a single point of access to:


Report faults on highways / traffic and transportation 


Report hate crime incidents centrally


Coordinate applications for free school meals 


· We will continue to work with Salford PCT and other partners to work towards the delivery of a cross-cutting collaborative service model, and, particularly, to integrate front line services in anticipation of the delivery of four new health and social care centres under the LIFT Project e.g. working closely with the PCT to facilitate and deliver the Patient Advisory Liaison Service (PALS), and proactively promoting awareness of health issues such as sexual health screening.

All seven pledges


Service Improvement


· More joined up outreach work within Customer Services and with our service partners by 31st March 2005.


Promoting Inclusion in Salford


Investing in Young People in Salford


Encouraging Learning, Leisure and Creativity in Salford


· Development of more robust SLA's with clients by end of May 2004.


Service Improvement


· Investment in and further enhancement and improvement of the CRM system by 31st March 2005.


Enhancing Life in Salford


· Development of a clear accommodation strategy in respect of Customer Services to ensure that existing resources are maximised through further development of the homeworking project etc and that future business development opportunities are not constrained by lack of suitable accommodation. (31st March 2005)
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