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QUARTERLY REPORT 

TO CUSTOMER & SUPPORT SERVICES LEAD MEMBER BRIEFING 29th January 2007 


QUARTER 3: October to December 2006 

1.  INTRODUCTION

This report provides THIRD quarter service highlights and performance for ICT Services 

2.  HEADLINES

The following summary shows just some of the headline achievements to quarter 3:

· Operational performance improvements are being sustained, (indeed improved) (see section 3)

· Excellent progress being made on Balanced Score Card actions(see section 4)

· New on-line facilities went live September for easier service access and control (WPM)

· Launched initiative on SPAM – report to lead member briefing shortly

· 4125 ICT training delegate days delivered to date 
· Achieved MOS academy status giving us free access to training materials

· Data centre completed and opened

· Building Schools for the Future strategy intensifies around strategic and outline business cases 

· Budget savings for 2007/8 identified - efficiency review needed in 2007 in readiness for 2008

· External BPR (SPRINT)  training very strong with projected £100k plus income in 2006/7
· Schools event planned for February as basis for 2007/8 SLA negotiations

· Huge accommodation moves continue with over 1000 officers now relocated in past 12 months

· Enterprise project rollout at 1175 devices to date (thin: 65%, thick: 35%)

· IIP submission almost complete and ready to go

· Digital Challenge submission now forwarded to DCLG by Manchester

· Big push on Think e, particularly support service review

3.  PERFORMANCE
	Performance Indicator
	Service Standard

(Target for 2006/7)
	Performance 

(Apr 06 – Dec 06)
	Comments

	Customer satisfaction rating

· ICT training

· Help desk


	90%

90%
	93%

98%
	Target exceeded

Target exceeded

	Council wide fault 

· Network down

· Corporate system unavailable

· 
	90% of faults fixed within 4 hours
	100%

(2 fault)
	Target hit exceeded

	Local fault 

· Directorate system down

· Single site down

· Part of corporate system unavailable 


	85% of faults fixed within 8 hours
	90%

(145 faults)
	Target exceeded

	Single item fault 

· PC / printer down


	90% of faults fixed within 2 working days
	92%

(1684 faults)
	Target exceeded

	Minor fault

· PC application not working

· Faulty printer


	95% of faults fixed within 4 working days
	95%

(10126 faults)
	Target hit 

	Inconvenience fault


	95% of faults fixed within 10 working days
	96%

(1349 faults)
	Target exceeded

	Help desk

· % Of calls answered immediately

· % Of all calls/faults fixed immediately 


	75%

60%
	87%

(35993 calls)

59%
	Target exceeded

Target just missed




NOTE: 

Fault rectification performance has been substantially raised in 2006 and is being sustained in accordance with existing standards, despite continuing demands of large scale council wide office moves and other major project work 
We will be looking to develop ideas for raising the standards in 2007 as we further consolidate our performance in 2006. 

Initial ideas around the impact of Enterprise Project, greater customer self-help via the intranet, development of a Help desk knowledge base for better insights into service and product failures and so aid improvement measures are all likely to feature in our future improvement plans in 2007

4. 2006/7 BALANCED SCORE CARD ACTION PLANS 
 This section summarises progress on the individual service improvement initiatives within the ICT Service for 2006/7 flowing from the corporate, directorate and ICT Service balanced scorecards and the remaining improvement actions from the best value review work last year
        Overall position

Total milestones within the main actions                                       298

Total completed to date                                                                  219

Total outstanding   (to be completed by March 07)                          79

Total main actions overdue                                                               5
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Total completed to 

date

73%

Total outstanding

27%

Total completed to date

Total outstanding


The following schedule summarise progress on the individual actions / milestones

Main actions (completed / in hand)


	Action 


	Progress

	Ensure effective corporate governance of ICT
	Corporate governance steering group established with current agenda based around corporate information and Service transformation/ ICT strategy



	Create 2006/7 Staff Training plan
	Initial training plan agreed and published on intranet flowing from appraisals



	Introduce management development for team leaders
	21 officers are now on or scheduled to join the council’s leadership (Transform) or first-line manager’s course in 2006. Monthly meetings of ICTMT/Team Leaders in place at which management topics are developed 



	Develop staff appraisals programme
	All appraisors have undertaken training in new appraisal format and all appraisals throughout the service are now completed 



	Competency framework
	Corporate competency framework delivered as part of appraisal process with all ICT staff undertaken in 2006. Remaining work relates to ICT specialisms which will be carried over into 2007/8.



	Address all high category audit recommendations on an ongoing basis through effective tracking


	One of the responsibilities of the new Service Standards Manager is to monitor and track all recommendations made by the audit commission and internal audit. On a monthly basis outstanding recommendations are followed up (with a particular focus on H) to ensure that planned progress matches what was agreed.

	Deliver sickness management targets
	Latest figures available (but not verified by HR services for the whole of ICT Services relate to the past 6 months are 3.6 % overall (short and long term sickness). Whilst this is lower than the council as a whole (at 4.1%) it represents an increase over the last report of 2.8%. This is largely due to 2 long term absences and a bout of flu like symptoms during present quarter

	Deliver budget savings targets as agreed at decision conference
	Savings targets achieved

	Develop budget efficiency statements for leadership evaluation
	Statements developed and provided to Director in readiness for review

	Develop corporate rewards and recognition strategy
	Local initiatives have been developed including officer / team of the month and local suggestion scheme.  

	Develop customer relationship strategy
	Strategy devised and uploaded onto intranet. Now being implemented



	Ensure compliance with H & S legislation 
	H & S committee established, safety reps appointed.  Intranet updated with H & S information.  Safety risk assessment completed, inspections and training analysed and addressed.  Improvement plan done, issued to senior staff and published online 



	Create single project manager pool of resources


	Established as part of the ICT Services restructure

	Introduce project success index
	Developed draft success index form and function and being applied to the Enterprise project



	Review risk management methods 
	To ensure that the ICT risk management standards remain fit for purpose, they were reviewed and updated in September 2006. The revised framework and standard have now been published online and ICT plan to hold their first risk management forum for ICTMT + TLs in October 2006.

	Review project management methods


	Project Management methods are being reviewed in line with the new ICT work process methodology which has recently been introduced to improve work prioritisation, allocation, change management and risk management



	Continue PRINCE 2 accreditation for staff
	31 ICT staff now accredited – 4th position in last regional benchmarking exercise

	Develop income generation plan
	Plan drawn up for likely income this year principally from consultancy and training services to other councils, estimated at over £100k



	Produce 2006/7 SLAs
	All SLAs for 2006/7 have been drawn up and published. Some residual discussions continue with Urban Vision. NPHL have signed off existing SLA, but no resolution at the moment on SCL (which is consistent with other parts of the council).

	Implement automated tool to support programme management 
	VQSM selected as part of the work process method – went live Sept. 06

	Enhance service standards based around ITIL
	Business case made and implementation plan devised. Next steps involve report to lead member briefing in last quarter. This project delayed due to reassignment of lead officer to Think Efficiency during 2006- planning to re-establish ITIL project 2007 



	Establish Corporate Information resource unit


	Established as part of ICT service restructure 

	Develop Corporate Information Strategy
	Records Management Framework approved and held the inaugural meeting of the Knowledge Management Steering Group. Work to be carried into 2007/8



	Introduce internal ICT staff newsletter
	Designed, editorial board established with regular newsletters now being published on Intranet (M@D)

	Maintain and monitor risk registers on a bi-monthly basis
	All ICT Services staff completed in house developed e-learning course.  Work being done on a number of operational risk registers



	Complete ISO 27001 analysis and implement improvements
	High-level gap review completed.  Work in progress on prioritising areas of non compliance



	Support the delivery of customer care training plan through development of e-learning offering
	Content agreed and assembled. Currently agreeing design specification. Pilot work in ICT services was launched Jan 07. Will be rolled out in ICT and then potentially throughout the council

	Devise e-learning strategy to support council training and development programmes
	Draft strategy document produced and consultation has taken place.  Strategy document currently being finalised and will be reported to Lead member briefing in last quarter in conjunction with HR services

	Determine council-wide ICT training needs


	Customer ICT training plan devised following consultation via SLA process. Plan in delivery throughout the year

	Delivery of CRM work-plan
	Prioritised service areas agreed and work plan produced.  Project governance and management arrangements established and resources reviewed

	Develop review and maintain corporate complaints system


	Issues and system performance reviewed in conjunction with customer services



	Develop corporate ICT strategy based around councils service transformation agenda
	ONE salford strategy document produced and agreed with CEO office in principle. Now using Directorate score cards and budget statements for specific corporate and directorate service aims and priorities



	Delivery of PMF training plan
	Course developed, pilot and initial training undertaken.  Delegates for training agreed and being rolled out during 2006/7

	Support to Thinks Programme:

· Customer

· Efficiency

· Democracy

· Business


	Ongoing with BPR work in the locality teams, elderly persons and ASB

Commissioned by CEO office to review common business processes / support function throughout council

Expanding e-surgeries and case management facilities

Focus on Single business account 

	Develop and maintain PMF software including performance reporting


	Reports being produced via crystal and business objects.  

	Achievement of appropriate e-Gov priority outcomes and take-up campaign
	Of the 25 outcomes 22 are achievable with 21 achieved.  The 3 unachievable will be either written off or transferred to Think programme.  


	Implement Enterprise project
	Project rollout well in hand – 1175 devices done to date. Currently active in CH and SS, EH. And C &SS Directorates



	IIP gain accreditation
	Staff survey undertaken.  Analysis of current situation and gaps completed. Range of improvements implemented. Submission document drafted and discussed with IIP link officer with view to finalisation and submission in Feb 07



	Support Housing services in development of stock options


	Issues paper presented to Board, Draft SLA developed. Work will be ongoing in 2007

	Review third party contracts


	Contractual commitments carried over from 2005/6 now being reviewed with view to identifying those contracts which might be renegotiated for improved deals



	Support Building Schools for the future strategy
	Present position statement of current ICT services to schools done. Current focus is on production of strategic and outline business cases / technical specification. Work will be ongoing into 2007/8



	Develop web casting facilities


	Pilot tested on broadcast for Enterprise project and CEOs address on 5th Oct 06 




Main actions (overdue)

	Action 


	Progress

	Develop Succession Planning within the Service 
	Draft discussion paper produced in conjunction with HR services- More work is needed in remaining quarter for implementation in 2007/8. work delayed due to priorities around Thinks, Digital Challenge, IIP etc



	Resolve ICT training accommodation needs
	Progress delayed as council consider wider accommodation strategy surrounding committee rooms / meet and greet facilities / police authority positioning etc



	Customer care course


	Slight delay to implementation timescale but now making good progress with pilot work in ICT services

	One Salford Transformation Strategy


	Analysis of directorate plans, balanced score cards etc taking longer than expected but progress is being made 

	Progress on ITIL


	Reassignment of key resource has delayed progress on this initiative


In overall terms, excellent progress is being made on the service improvements that make up the balanced score card as the above schedule shows with few which are overdue
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