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RECOMMENDATIONS:

1.
That the proposals in the report be agreed and that Personnel services be consulted accordingly


EXECUTIVE SUMMARY:

The very substantial increase in ICT investments within the education and Leisure services calls for a greater level of day- to- day support from IT Services.

This report sets out a way of providing for future requirements (on the non- curriculum side) within existing officer resources 


BACKGROUND DOCUMENTS:

None


CONTACT OFFICER:
M Willetts

TEL. NO. 
793 3956


WARD(S) TO WHICH REPORT RELATE(S)
All 
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1. INTRODUCTION AND SCOPE

(1.1)
The very significant increase in ICT Investments within the Education and Leisure Service calls for more intensive support on a day-to-day level. Support is required both on the curriculum and non-curriculum sides.

(1.2)
On the non-curriculum side, a Pilot Project has been underway since November 2000. This involves the part-time assignment of an IT Technical Support Officer from the Computer Services Section, to provide increased Customer support accordingly, focusing on:

· Operational…handling selective day-to-day operational matters
· IT Planning  … devising IT plans and solutions to resolve business requirements
· Project Development.. co-ordinating IT Project work 

· Problem Solving ….. act as escalation point and provide trouble shooting role

· SLAs ….. negotiate and administer SLAs

· Relationships ….. building effective working relationships between parties

A more detailed analysis of the requirements of the role is provided in Appendix 1.

(1.3)
This report reviews the issues and impacts of the Pilot, including direct comments from the Education and Leisure Service, and sets out a proposed way forward to formally regularise the position for the future.

2. CONTEXT

(2.1) The proposals are a direct response to the significant increase in ICT activity over recent months and that planned for the future.

(2.2) Additionally, due to the gradual migration away from Mainframe- based technology, an opportunity presents itself to re-assign an officer from technical support to the new role without detrimental effect on the operational service.

3. REVIEW OF PILOT


The findings of the Pilot are very positive and have led to much improved communication and service responsiveness through:

· Setting up of a monthly User Group to review IT project work completed and plan futures

· Arrangement of Monthly Briefing Meetings with Assistant Director of Education and Leisure, on Strategic matters 

· Strengthened dialogue with 3rd Party supplier (Capita) on key Education IT products

· Several planning meetings with Service heads concerning future IT needs.

· Launched several significant projects arising from the above meetings

· Launched 94 smaller projects with a total value off approx. £87,580 since trial began.

 Specific Customer comments arising from the pilot include: 

· “Service has been excellent, vast improvement on what happened previously. Prompt action is taken. Kept well informed. Even given suggestions on how our IT use could be improved (even though we don't have the finances to do it). I would be extremely disappointed if this service came to an end, it would be a retrograde step.”

· “Without this service, we would not be able to operate, as the running of the EMS Student support/EMA modules is complex and constantly changing. The service could be provided by, for example, Capita, but would be more costly. Your service is much appreciated.”

· “Have just received confirmation from the Student Loans Company that they have received our first batch of electronically transmitted data and all records are fine.

Wanted to express my thanks to you for all your involvement - it will speed up the loan application process for our students by about two weeks.”

4. FUTURE PROPOSALS AND BENEFITS ARISING 

The findings from the Pilot lead to the conclusion that the permanent support for the non-curriculum work should be formalised for the future.  The proposals are, therefore to:

· Create a new post of Senior Systems Development Officer Scale PO2/3 within the Software Development Section of the Development and Customer Services Group. The postholder will report directly to The Project Co-ordinator (PO5) within the Project Support Officer function that is dedicated to IT project planning management and control.


· The vacancy will be ringfenced to existing members of the Computer Services Unit in Operations and Technical Support Group and the consequential vacancy will be deleted. 

· The new post will align with existing similar posts within the Development and Customer Services Group. The postholder will be outstationed within the Education and Leisure Directorate for the majority of the time. The officer will be required to manage his own workload and time. The tasks to be undertaken are at a same level to other similarly graded officers within the Group.

· The post would operate alongside current dedicated resources (on the curriculum side) committed to the roll-out of the ICT infrastructure project underway in schools and libraries 

The benefits of these proposals are:

· This would provide a much needed dedicated officer to undertake the essential IT Support Services set out in the report, particularly at this time of significant expansion of ICT facilities within the Education and Leisure Directorate

· It would add strength to the on-going strategy of developing the Project Support Office, based on PRINCE Project Management Standards within the Service

5. IMPACTS

The organisational impacts of this within the Operations and Support Group can be accommodated given the planned future overall reduction in workload arising from the removal of the mainframe computer

The financial impact will depend upon the present grade and remuneration of the successful candidate. It is possible that the new postholder previously received out-of-hours standby allowance, in which case there will be on overall additional cost.

The post will be chargeable to the Education and Leisure Services via a Service Level Agreement.

6. RECOMMENDATION

That the proposals be agreed and that Personnel Services be consulted accordingly.

APPENDIX

PROJECT SUPPORT OFFICER

· Develop and maintain a constructive relationship with the Customer, providing the main gateway to the wide range of IT services available

· Help the Customer to translate business objectives and requirements into potential IT solutions, which deliver specific business benefits and meet expectations.

· Liaise between the Customer IT Contact Officers & the PSO to Gather, Investigate, Initiate & Prioritise IT Work Requirements and feed into IT Services Via the Standard Work Request Procedures.

· Liaise between the Customer Directorate and IT Service’s PSO to monitor & report on the status of IT work, which is currently being undertaken for the Directorate.

· Negotiate and Administer SLA’s and keep the Customer informed at all times on progress against plans

· Act as the Customer escalation point to track “hot spots” within IT and trouble shoot to resolution under the control of the PSO.

· Work alongside the customer to provide technical leadership when dealing with 3rd Party Suppliers on IT issues.

· Provide help and Advice to the Customer regarding the IT Services Training Portfolio.

· Attend as requested, Meetings/Briefings with the Customer as the key IT Services representative.

· Keep abreast of ICT advancements in order to provide a high level of IT Business and Technical support.

· Provide practical guidance in helping Develop the Customers Business Case for new Projects in order to exploit ICT for business benefit.

· Where possible ensure recommended IT solutions fit with IT Policies and Standards adopted by the Authority 

· Maintain a strong overall awareness of current City Council objectives and Business initiatives in order to propose suitable and relevant solutions.

· Have a good understanding of general Project Management, Planning, Risk Analysis and Risk control techniques and maintain a suitable level of understanding of the Prince 2 Project Management Method supported by formal Project Management Training 

· Provide help and guidance to the Customer in the use of the Salford Model of Prince 2 IT Project Management Method as it affects them. 

· Help to manage the IT Resource pool file which feeds the Overall IT Development Programme 

· Maintain good communication between IT colleagues on relevant Customer initiatives.

· As requested attend IT management meetings to report on issues relating to your Customer Accounts.


