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BENCHMARKING OF THE ICT SERVICE

REPORT TO CORPORATE SERVICES LEAD MEMBER AND DIRECTOR

INTRODUCTION

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

ABOUT THE SURVEY

The survey was carried out from August to October, 2003.  It was co-ordinated by Eric Halton (Assistant Director IT Net) and Joan Willetts (Best Value and Performance Officer).  Information was obtained from Mike Willetts (Assistant Director Advance), ICT team leaders, Dave Noon (Finance for the budget analysis) and Development Services and Personnel and Performance for City Council information on staffing and buildings.

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

· 8 Shire Councils

· 12 Metropolitan Districts

· 1 English Unitary

· 2 Scottish unitary

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

· Profile of the organisation

· Organisation of ICT

· Staffing for ICT

· Finance of ICT

· Service delivery

· Performance management

HEADLINES

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

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

COMPARISONS / RESULTS

Appendix A summarises key areas of comparison and shows where Salford ICT Service is identified as best practice / high scoring, middle ranking and areas that require improvement. Also included in the table are the ranges of the other participants for further comparisons.
OTHER KEY ISSUES RAISED BY SOCITM AS A RESULT OF THE PROCESS

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

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

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

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

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

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

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

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

CONCLUSIONS

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

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

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

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

Eric Halton, Assistant Director IT Net x3905

Mike Willetts, Assistant Director Salford Advance x3956
APPENDIX A

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

INDICATOR 
GOOD PRACTICE / TOP QUARTILE
MIDDLE RANKING
IMPROVEMENTS AREAS
COMMENTS

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


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

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

Salford is 50 

(Range from 22 – 174)  



Ratio of ICT staff per user

Salford is 1 to 40 

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



Recruitment and retention

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

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

Training of ICT specialists
Salford is 25 days pa

(Range from 3 – 25)


ICT staff productive hours were reduced several years ago to enable half a day per week personal development / ICT research which many staff use

ICT spend

· per employee & members

· per workstation

· per user

Salford £1.8k (Range £1.1K - £6k)

Salford £2.5k (Range £1k - £4.8k)

Salford £2.2k (Range £800- £5.5k)



Security Policy

Salford assessed as 4 

(Range from 1 to 7)

At the time of completion of the questionnaire the revised Security and Privacy Policy had not been published which made our existing more than 2 years old

KPI 1

User satisfaction
Salford 6 out of 7 for internal surveys 

(Range from 3.9 to 6.5 but some are external)




Salford method is internal by following up incident reports via the Help Desk which SOCITM thinks normally produces a higher assessment of service satisfaction

KPI 2

% of calls resolved within agreed timescales

Resolved within 4 hours

Resolved within 8 hours
All calls within agreed timescales:

Salford 88%

(Range 59% -96%)

Salford 88%

(Range 1% - 88%)

Salford 94% 

(Range 42% - 95%)




KPI 3

% of successful projects 


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

KPI 4

Acquisition costs per workstation including installation

PC’s

Salford £648

(Range £519 - £1339)

Laptops

Salford £1187

(Range £802 - £1887)

Although just outside upper quartile in total costs the installation part of the cost is at the lower level:

PC £56 (range £20 - £224)

Laptops £ 56 (range £20 - £256)

KPI 5

Cost per connection to voice network


Upper quartile for lowest costs per connection at Salford £41

(Range £35 - £406)

Salford has the highest number of extensions using IP telephony


Costs of mobile phones were also assessed the cost to Salford is £391.6k 

Range £21k - £593

KPI 6

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

(Range £49 - £458)

50% of Salfords cost relates to investment which is seen as good practice by SOCITM hence the medium total cost

KPI 7

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

Salford £84
(Range £76 -£429)






KPI 8

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

High numbers of workstations supported at low cost shows high efficiency

Salford 405

(Range 51 – 405)




Analysis of  4 key KPI’s 

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




KPI 9

Access to ICT 

· PC’s

· Internet access

· Web access

· Intranet access
Members:

Salford 100% as are 6 other councils (Range from 2%)
Staff:  Salford 80%
          (Range 41% - 100%)

Staff:  Salford 80%
          (Range 25% - 100%)

Staff:  Salford 80%
          (Range 45% - 100%)


Office based staff:

Salford 80% 

(Range 79% - 100%)




KPI 10

ICT competence of employees
ECDL

Good practice 3rd highest number of employees qualified

Salford 389

(Range 0 – 890)

Support in ICT to members

Salford 3rd highest number of training hours received

 
Training hours office based staff

Salford 3.8 hours

(Range Less than 1 hour -11 hours)

When completing the questionnaire internal ICT training only was included which may be 

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

KPI 14

Investment in ICT by employee

Salford £1,700 

(Range £1,050 - £4,080)



KPIs 51-75

Electronic service delivery



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

KPI 90

Investment in ICT by head of population
Salford £45  3rd highest

(Range £11 - £63)




KPI 91

Access to ICT by the community

Salford 1 PC per 1,000 people

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

Salford 21

(Range 0 – 260)


Benchmarking websites

SOCITM systematic survey of all local authority websites

Assessed during Nov – Dec 2002

Salford ranked as ’C’ – “A content site that provides more sophisticated information & some interaction

The next assessment will be Feb 2004 where we will hopefully see an improvement in ranking due to the release of the new website with all its improvements
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