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1.  INTRODUCTION

The report summarises how ICT Services has performed against plans during 2005/6 and sets out service improvement targets for 2006/7.  It looks at what value we brought to the council and the changes that have taken place as a result of the Best Value Review

2.  MANAGEMENT SUMMARY

The following summary shows just some of the headline achievements for 2005/6

· National E-Gov award for the transformation of council services sponsored by cabinet office, ODPM

· All required E-Gov priority outcomes completed by December, 2005 deadline and 80% of goods
· Conclusion of the Best Value Review with 3 year service improvement plan outcomes

· Restructure of the whole service for improved delivery and strategic capacity

· Corporate Governance strengthened by newly established ICT Steering Group

· Council wide Information & ICT Strategy development launched

· Re-designed Intranet site for easier access and self help for customers

· Participated in the Socitm benchmarking process with very good outcomes

· Production of SLA’s with clear standards of service

· Launched pilot for management leadership programme

· Development of new Data Centre 

· Embedded risk management and implemented new business continuity plan

· Business Plan for Enterprise XP project agreed and roll out commenced

· FOI, complaints and other features introduced into CRM system

· Significant efficiencies flowing from e-trading facilities introduced

· Devised E-Learning environment and piloted on Risk Management 

· Established Information Management Unit

· Created single project manager pool

· Produced Balanced Scorecard and resulting Action Plans established in PMF for 2006/7

· Back to the floor introduced for Head of Service

· Established regular ICT Newsletter (M@d - Making a Difference)

· National BPR user group now comprises 200 members, 350 formally trained (50 within Salford) 

· 23 officers now qualified in Prince 2 project management

· 5707 ICT training delegate days delivered against target of 5056

· Increasing numbers of calls (61%) resolved at 1st point of contact by the Help Desk

· “Make a difference” day introduced to rectify existing faults of which 127 were closed in one day

· Budget savings targets achieved

· 3 of our services received the council’s service excellence award in 2005; ICT Help Desk, Phil Hamilton & Mike Cook for the Data Centre and Schools Desktop Support Team
· Introduced Employee of the month in January 2006 and the winners are shown below:

   Spencer Kelly
                Carl Hodkinson
          Bert Williams                      Gary Varnam

              January                                  February           
                 March
                      April 
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3.  RESTRUCTURE OF THE SERVICE
It was recognised during the Best Value Review that whilst the existing structure had successfully served its original purpose; to provide a more effective leading edge to the councils e-government programme it was time for further change

The aims of the organisational changes were:


The newly revised structure therefore is as follows:




 





. 

4.  Best Value Review Service Improvement plan

The Best Value Review of ICT Services was concluded in May 2005 when the Options and Final challenge panel took place.  The outcomes of the review resulted in a 3 year Improvement Plan and the following information shows targets with the current position.  Planned target and those in hand have now formed ICT Services Balanced Score Card and Action Plans in PMF.
	Objective
	Target
	Position

	OPERATIONAL

	CONSULTATION & COMMUNICATION… Strengthen consultation, communication and relationships with customers for greater awareness, understanding of need, engagement and transparency


	· Redevelop ICT intranet site

· Initiate work on customer relationship strategy and begin implementation
· Devise Marketing Plan including awareness, use and exploitation of key products


	· New design completed and live Dec 2005. Will continue to improve to enable further self help for customers

· Developed an improved Customer Complaints handling process. Produced draft CR strategy to be followed by customer consultation 
· Pilot initiative undertaken with use of web casting initially based on Enterprise XP – more initiatives to follow in 2006 
· Product catalogue in development

	STANDARDS, PERFORMANCE and EFFICIENCY…ensure we have service standards, which are in line with national and industry standards and reflect customer needs and expectations.  Ensure that performance aligns to such standards. Introduce a range of efficiency measures as part of continuous service improvements and VFM
	· Use of niche providers

· Initiate ITIL project

· Complete golden thread performance management work

· Develop indicators and participate in SOCITM benchmarking exercise

· Link this work with 2006 SLAs


	· Existing arrangements with DELL extended to include project work and improved prices. External contractors employed to enhance support performance and the move to enterprise XP solution (Enterprise project)

· Developed full work process methodology, which covers handling of all incoming ICT project work and technical support.  This will lead to adoption of ITIL standards for 2006 onwards.  Service Standards Manager established as part of restructure of service

· BSC and Action plans produced and loaded into PMF ready for launch

· Socitm benchmarking carried out in 2005 with very good results.  Areas of improvement being addressed in 2006 such as technical support responsiveness  

· SLA’s produced containing clearer service standard  



	ORGANISATION, STAFFING & CULTURE… to develop new organisational structure, service management and underlying customer centred culture to better deliver our three core roles

	· Implement re-structure of service & address R and R issues

· Develop / implement management leadership programme in conjunction with HR

· Introduce internal team-building and communication improvements

· Develop and introduce staff pledges with associated training and mentoring

· Achieve IIP

· Establish Service Improvement Team


	· New structure agreed and all staff now appointed

· Asst Director nominated to attend IDEA programme beginning Nov 05. In discussions with MBS on possible Mini-MBA initially targeted at reps on ICT steering group

· Introduced an ICT newsletter (M@D). Held 2 full team sessions in council Chamber. Team building plans to follow 

· Service Improvement Team now drafted service pledges in consultation with all ICT staff

· Launched with Staff survey done.  Initial meeting with IIP representative taken place and Action Plan devised and in hand

· Established during BVR and implemented improvements such as the new Intranet site.  Appendix 3 gives an overview of the team



	RISK AND COMPLIANCE MANAGEMENT… strengthen risk management practices and compliance role as part of effective business continuity planning

	· Introduce compliance officer role

· Introduce strengthened risk management practices

· Complete new data centre

· Implement business continuity plan

· Address issues from ISO27001 gap analysis


	· Incorporated in restructure of service

· Substantial progress made on embedding risk management:

· Policy statement devised

· Intranet based toolkit produced

· Strategic registers updated monthly

· Operational registers developed

· E-learning tool developed and all ICT staff trained

· Building & main electrical contract completed.  Relocation of servers expected to be completed by July 06

· Much of ICT based plans now developed in conjunction with Directorates. 

· Project underway with service directorates. High level summary of gaps expected to be completed in Oct 06



	TRANSFORMATIONAL

	TECHNOLOGY… ensure fit for purpose business application portfolio and underlying infrastructure aligned to council / partner service needs and to enable the council’s modernisation agenda
	· Develop updated 3 year ICT strategy including   vision for enterprise architecture / core products in conjunction with directorates and national/regional interests

· Develop business case for Enterprise XP and launch rollout

· Explore technology partner
	· ICT strategy development approach agreed with ICT Steering group, based around Directorates BSCards.  Analysis work underway based on pilot work on Building Schools for the future

· Business case approved and roll out underway.  Appendix 1 shows a current position statement.

· Potential partner engaged on business application strategy as part of wider ICT strategy

 

	COMPETENCIES… raise ICT skills levels throughout the council for greater use and exploitation of ICT facilities and investments. Offer services to partners as part of capacity building to aid collaborative working
	· Launch pilot competency framework for selected management, technical and support roles within ICT service

· Commence scale up of ICT training programme for customers  

· Improve linkage between training courses and ICT rollouts

· Devise improved marketing of training offerings and clarify prioritisation process with customer representatives

· Devise e-learning capacity in conjunction with HR.  

· Resolve accommodation requirements to create additional training capacity based in computer centre


	· Draft discussion paper devised and PID produced. Project manager and governance arrangements established. Competency profile being drawn up focusing on one type of management, technical and support role as pilot
· Scale up underway- consultation with directorates ongoing estimated number of delegates is 7,500 for 2006/7. Discussion paper on ECDL in production
· In hand – improved processes developed as part of Enterprise XP rollout involving floor walkers
· Updated portfolio and launched revised training section of the Intranet. Training manager continuing scheduled customer needs appraisal meetings with Customer Reps. Discussions underway regarding external marketing of services to schools and SME’s
· On-line risk management devised and piloted in ICT Services to be rolled out to C & SS Directorate. Next courses include Health & Safety and Customer Care
· Recent quotations for innovation house prohibitive – alternative location being investigated

	BENEFITS REALISATION… ensure the council obtains maximum value from ICT investments through raised awareness of its potential, and proficient use and application 
	· Introduce benefit realisation service

· Establish corporate measures and benefits register and Introduce project success index


	· Analysis of Broadband solution in Schools completed in conjunction with Children’s Services and Head Teachers with a report on findings and future improvements produced
· Project Success Index created and introduced for Enterprise project as pilot for the major projects of 2006

	CHANGE MANAGEMENT & BPR… contribute to the council’s/ partner change agenda through BPR capacity building

	· Agree the councils prioritised BPR programme for 2005/6 and beyond and confirm which council services and nominated officers will be part of capacity building measures

· Rollout BPR training, support and mentoring
	· BPR team strengthened as part of overall ICT reorganisation, including an increase in analysis and training /support capacity. Appendix 2 shows BPR programme
· Sprint training continues internally and to - public sector bodies (350 delegates to date)


	INFORMATION & KNOWLEDGE MANAGEMENT… Develop a more strategic approach to information and knowledge management throughout the council and with partners for greater sharing and spreading of excellent practice 
	· Draft strategy for electronic record management & re-constitute information security forum

· Consider possible future role of Chief information officer (CIO)

· Devise discussion paper on future of knowledge management


	· Corporate information resource unit established & Terms of Ref agreed

· Catered for in ICT re-structure

· Scheduled for 2006/7 



	PROGRAMME & PROJECT MANAGEMENT… improve competencies, methods and tools within service and throughout council, based on PRINCE 2 standards to better plan, manage and deliver the councils ICT and broader change programme


	· Create single project manager pool within ICT service
· Introduce strengthened project governance/ assurance and change control within service including concept of challenge panel

· Develop clearer project lifecycle process


	· Completed July 05
· New arrangements devised and in operation wef Jun 05. Continue piloting to assess effectiveness
· Work process method complete supporting ICT system being developed


	INNOVATION… Achieve greater exploitation of emerging technologies and innovations for council benefit
	· Devise draft Innovations Programme following consultation with directorates and executive
	· Forms part of Priority Service Outcomes for the year. Other initiatives will flow from the ICT Strategy currently in development

	INVESTMENT & FUNDING… establish an improved financial strategy to enable a more transparent, rational and fairer way of planning and funding ongoing ICT investments and renewals
	· Develop a mechanism for future allocation of resources linked to local and national priorities and business cases

· Produce a 3 year ICT investment plan and council funding mechanism in conjunction with customers


	· Part of proposed new governance model via ICT steering group

· This will flow from ICT Strategy development work

	STRATEGIC

	ALIGNMENT & GOVERNANCE… improved means of aligning ICT services, products and infrastructure to local and national priorities, under-pinned by a more inclusive and consultative style of governance
	· Implement improved corporate governance model
	· Governance model agreed and Council wide ICT Steering Group established

	COLLABORATIVE WORKING… play a greater role in designing and enabling innovative ideas and solutions as part of collaborative working at city and regional levels
	· Explore joint initiatives with PCT

· Launch Think Business as it relates to priority service outcomes
· Explore potential joint developments within NweGG / GmeP
	· Engaged on BPR capacity building within PCT. Attend LIFT IM&T Group
· Think Business programme devised and launched (subsumed as part of Think Customer)
· Lead role in the Nwegg ‘Letsgo’ initiative on efficiency savings. Discuss potential joint service provision activities around; ECDL Training & SIMS Helpdesk support and training

	STRATEGIC CONSULTANCY… strengthen our high level consultancy service to expand our contribution to the council’s / partners strategic change agenda
	· Develop new consultancy service offering relating to council needs
	· Included within ICT re-organisation now completed and implemented

	TAKE-UP… encouraging citizens, communities, businesses & building their capacity to exploit ICT facilities in their dealings with the council. Look to engage more directly within communities to support greater employability
	· Devise and implement citizen take-up and marketing plan in conjunction with Customer Services involving   neighbourhood management teams
	· Take up Strategy devised in conjunction with Chief Execs office aligned to National & Regional strategies during spring and summer, to be followed by local strategy later in year

	REGIONAL AND NATIONAL PROFILE… maintain our regional and national profile as an innovator in change management
	· Explore options for direction of SPRINT and clarify what services we would wish to provide externally
	· Joint work continues with national user group and services to other councils go from strength to strength




5.  Major Project Work

	Project
	Current Position

	CRM


	We have considerably developed and expanded the business taken through the contact centre and therefore the Citizen CRM system over the last 12 months.  Citizen CRM is now used by the contact centre and counter services for handling all council tax and benefits enquiries. It is also used as the corporate complaints and FOI handling system by all complaints and FOI officers. In the first half of 2005, the number of requests taken through Citizen was 46, 769. In the first 5 months of 2006, the number was 142, 917. Strategically, we are continuing to develop into new business areas and across multiple access channels including the web - for example through the Online Service Request facility which allows customers to report to us regarding a large number of cross business issues from a single location. 

We see Citizen as an integral part of and a firm foundation for a corporate contact management strategy focused firmly on customer service and improved service delivery. We are looking into customer portals and individual accounts for citizens through use of the corporate single customer account and have assessed a number of new notification technologies such as text based messaging and centralised email tracking.  

We have engaged with many government initiatives for example, the National Adapters Club and have contributed to the Government Connect forum. Our system is often demonstrated to other authorities as an example of a well- developed and mature CRM system. "

	SX3 Council Tax and Benefits


	The Sx3 (now Northgate) system went live as planned in June 2005. Several interfaces with external systems were not ready but since then have been implemented with the exception of the Bailiff interface which is not working correctly. All major functionality is now live with the exception of council tax recovery, which is being introduced in stages

	Electronic Trading and Procurement
	Last twelve months we have developed online applications that have allowed Salford to put through approx £1,350,000 worth of goods via a punchout (online order creation) with a total of 6,500 purchase orders saving approx £170,000

Reduction in order completion by XML enabled suppliers (Dell start to build hardware immediately) resulting in delivery on average 10 days sooner

	Choice base lettings
	ICT have designed and developed a system that will facilitate the introduction of choice into housing allocation as recommended by the Audit Commission following inspection of Salford’s housing services and New Prospect Housing Ltd in 2003, and to comply with the Office of the Deputy Prime Minister announcement that by 2010 all housing authorities will have introduced choice into their allocations process

	Councillor Info Web Content management


	Since May 2005 13 councillors have been trained in web site development, 13 councillors have signed the Acceptable Use Policy and 9 councillors have active web sites out of a possible 60. 8 other councillors have said they wish to have a site but are awaiting training.

However Salford City Council has the highest average number of site visits each month, and the trend is ever upwards with a 33% increase from March to April 2006

	Community Info management system
	ICT has a number of initiatives that are operational or currently being developed. We have developed a number of ‘ service directories’, including ‘Ask SID’ and ’Salford Children’s’ that provide information on community and 'council services' that can be accessed by citizens and primarily, practitioners. This work is continuing as we embrace homelessness and disabled services.

In addition, we have procured an application from 'Uniservity' that provides the City's 'Community Volunteer Service' (CVS) with the facility to create a city- wide community membership and management portal www.communitiesinsalford.org.uk, allowing all groups to maintain their own information at a central point, including the promotion of events and jobs. Over 1000 groups are currently included in the database and a training programme is in place to empower groups to enhance their existing offering. 

We also operate a community telematics programme that trains and provides facilities for groups and organisations to develop and publish their own web sites. www.salford.gov.uk/colsal
Salford is also a Greater Manchester partner who have joined with the GM Connexions service to develop a portal for organisations across the region - www.agencybank.org

	Enterprise 


	The rollout of Enterprise is underway and so far Chief Execs and GMPA, have been visited. A timetable has been agreed for completion of the project supported by additional Desktop resources. Expected project completion date September 2007 (Appendix 1 shows the current roll out programme)

	Broadband in Schools


	Phase C completed early 2006 the final part of the project Phase D, providing video conferencing facilities for secondary schools is underway final completion date not agreed as yet.  Currently in discussion with CLC Director and CDSM looking at integrating an e-mail package for school children

	Data Centre


	Relocation and consolidation of major Infrastructure Servers complete. Application Servers being relocated currently with large Corporate system’s (SAP SX3 etc) to follow 

	GIS


	Order placed with supplier and contracts agreed. Intranet and Internet GIS to be rolled out in June/July 2006 with Spatial Data Warehouse to be implemented in July/August 2006. Phase II Intranet/Internet (additional functionality) due in September 2006


6.  2005/6 Service Plan – Part 1

ICT contribution to the major service improvements of the City Council that formed part of the Customer and Support Services 2005/6 Service Plan (Part 1)

	Target
	Progress

	Think Customer


	· CRM system for better understanding of citizen needs and tracking enquiries

· Interactive website with access to over 750 on-line services / payment of bills.  Nationally recognised as top 20 local Gov website

· Broadband facilities in schools

· Electronic social care record

	Think Business


	· Initial work on the Single Business Account

· Access to e-procurement, online ordering and billing

· Creating access to Business Directory

· Providing Online Tender and contract management

	Think Democracy


	· Web-based system for access to council reports and decisions (SOLAR)

· Web site for all members

· E-surgeries for members (Pilot)

· Community ICT training and organisation information directories

· Access to online consultation of key decisions

· Peoples Network in libraries

	Think Efficiency


	· Internet / Intranet e-mail facilities and employee self-service

· Document management for improved process management and workflow

· Content management for devolved efficient information management and dissemination


7.  Benchmarking

Salford ICT Services participated in the Socitm 2005 Benchmarking process with the following results:

25 councils participated and 25 key measurable indicators used.  In overall terms Salford ICT Services had the following results:

·  15 in the top 1/3 (60%)    

·  8 middle ranking (32%)

·  2 in the bottom 1/3 (8%)
Salford ICT Services was identified specifically by Socitm as having “Good practice” in 9 of the 25 main indicators:

· Service availability of the whole network

· Website transactional rating

· Cost per connection to voice network

· Support cost per workstation

· Workstations supported per ICT specialist

· Support costs and staffing ratios

· ICT competence of employees with at least 10% ECDL qualified 

· Training adequacy assessed by users at over 5 out of 7

· Training days per ICT specialist

A full report of the outcomes was presented to Lead Member briefing in February 2006 and can be viewed on the Intranet

8.  Performance
	Performance Indicator
	Target for 2005/06
	Annual Performance 

Apr 05 -March 06
	Comments

	Customer satisfaction rating

· ICT training

· Help desk


	90%

85%
	93%

95.5%
	Target hit (exceeded)

Target hit (exceeded)

	Council wide fault 

· Network down

· Corporate system unavailable

· 
	90% of faults fixed within 4 hours
	100%
	Target hit (exceeded)

	Local fault 

· Directorate system down

· Single site down

· Part of corporate system unavailable 


	85% of faults fixed within 8 hours
	88.24%
	Target hit (exceeded)

	Single item fault 

· PC / printer down


	90% of faults fixed within 2 working days
	80.42%
	Target missed*

	Minor fault

· PC application not working

· Faulty printer


	95% of faults fixed within 4 working days
	92.53%
	Target (just) missed*

	Inconvenience fault


	95% of faults fixed within 10 working days
	92.81%
	Target (just) missed*

	Help desk

· % Of calls answered immediately

· % Of all calls/faults fixed immediately 


	75%

60%
	87.1%

61%
	Target hit (exceeded)

Target hit (exceeded)


*Notes and measures to address misses:

· Extraordinary demands by substantial office relocations (1000+ officers involved in moves) affecting technical support resources during 2005/6 which will continue into 2006/7

· 3 temporary contractors were taken on in October to improve performance in short / medium term 

· Enterprise solution currently being rolled out will improve position in long term 

9.  Key Targets for 2006/7

ICT Services targets for 2006/7 derive from two sources:

· Continuing improvements flowing from the Best Value Review 

· Actions from the council, directorate and divisional balanced score cards

Main initiatives include:

· Improve operational performance on support and implementations to meet published standards

· Gain IIP Accreditation

· Develop Corporate Information and ICT strategy linked to council service transformation agenda

· Develop ICT customer relationship management strategy

· Develop ICT marketing strategy

· Develop information and knowledge management framework

· Develop ICT succession plans

· Develop and implement competency framework

· Devise E-Learning strategy to support council wide training and development programmes

· Delivery of CRM work-plan for 2006/7

· Support delivery of Think Customer, Efficiency, Democracy and Business

· Ensure effective corporate governance and management of risk

· Conclude E-Government priority service outcomes and pursue take up strategy

· Implement Enterprise project 

· Establish improved service standards, targets and performance with effective monitoring via ITIL

· Conclude new Data Centre

· Develop council wide approach to project management 

· Develop income generation plan

· Complete ISO 27001 analysis and implement improvements

· Develop and deliver ICT business continuity plan

· Develop Leadership, Team management and Team building  

· Resolve long term solution to Training accommodation

· Strengthen Health & Safety practices

· Embed performance management

· Support Neighbourhood management

· Support Older Persons strategy

· Support Building Schools for the future with the ICT work-stream

· Support integrated Children’s Services Strategy

· Support Housing Stock Options development

· Review and develop SLA’s

· Develop shared services opportunities based around BPR, training and Help Desk

· Involvement in Digital Challenge led by Manchester in conjunction with Tameside?

· Support delivery of issues arising from JAR

· Support actions arising from BBC relocation

· Support actions from Health and Social Care white paper

· Support development and delivery of local area agreements

10.  Conclusions

The service has worked hard and creatively in 2005 to achieve a range of important and worthwhile targets and initiatives as set out in this report. ICT is increasingly seen as central to the councils strategic change agenda and in improving organisational efficiencies. We will continue to focus on strengthening our capabilities to support the council in its efforts during 2006

Appendix 1 

Enterprise Project Roll - Out Summary


Appendix 2 

BPR Work Plan 2006 

	Description
	Customer
	Services involved

	Older Peoples service strategy 
	C & S S
	Contact Centre

Adults social services



	Planning – Assess requirements to transfer to Call Centre
	Salford Direct
	Contact Centre

Planning

	Anti Social Behaviour Think Customer Theme 
	Salford Direct


	Salford Direct

Environmental Services

NPHL

	Initial report covering support services review in Chief Execs
	Chief Execs
	Chief Execs

HR

SAP Team

ICT (Doc Man)

Customer and Support Services

	LIFT – Mapping Libraries, One Stop Shop, Licenses, e-surgeries etc. Processes


	Salford Direct


	Salford Direct

Education

etc



	Gather metrics on reception counters with a view to incorporating into Customer Services
	Salford Direct
	Reception /

Contact Centre

	Gather metrics at Minerva and other locations (see below) as part of investigation and development of Children’s Locality teams and Family Services team, Family Action Model, Education Psychology, Brief Intervention team, Ed Welfare, Duty and Investigation, Surestart
	Salford Direct


	Contact Centre

Children’s Services and partners

	Gather metrics at Crompton as part of investigation into Adults and Older people project


	Salford Direct


	Contact Centre

Community Health

Social Care Contact Centre

All Directorates



	Bereavement – specify requirements for longer term process developments
	Salford Direct
	Contact Centre

All Directorates

	Investigation into Choice Based Lettings in Housing. Phase 1 report complete

Approx 20 staff trained in SPRINT

Functional requirements spec being done and implementation team being setup to deliver.

BPR involvement is now in mentoring
	Housing
	Housing

	Initiating a project within Housing to re-design the processes involved in administering disability grants.
	Housing
	Housing, Social Services, partner organisations

	PCT Service re-design
	Salford Direct 

PCT
	PCT

LIFT

	PCT Mentoring
	PCT
	

	Grounds Maintenance
	Env Services
	Environmental Services

	Gather Metrics on Switchboard use
	Salford Direct
	All

	Identification and analysis of existing and potential incoming contacts to the proposed locality teams within Children’s Services, to enable access via one point of contact, and to contribute to the development of the teams


	Children’s Services
	

	Youth Offending Team. 2 meetings have taken place to establish the Project Board, scope and project team. An introduction to BPR has taken place.

YOT manager to discuss next steps with his management team to enable the project to move forward

  
	Chief Execs
	Youth offending Service

	HR Systems and information team. Project being set up to look at recruitment advertising and processing, Criminal Records Bureau checks and the Redeployment Policy
	HR
	HR

	Set up Admin Pool
	HR
	All

	Barton Moss initial metrics gathering
	Children’s Services
	Barton Moss Children’s Resource Centre

	Absence Management and Training
	Chief Execs
	All staff

	Review children’s initial assessment
	Children’s services
	Children’s services

	Review recruitment/ CRB and Redeployment 
	HR
	All services

	Purchasing made easy – Dom care
	Adults and Older people
	

	Empty properties
	Salford Direct
	Housing Planning (Market Renewal/Market Support) Customer and Support Services directorate (Council Tax Recovery)

	Leisure Services and bookings
	Customer Services
	Leisure services

	Printing Services
	Corporate Services
	

	SIMS review
	ICT Services
	ICT Services

Children’s Services

Schools

	Think Business
	Customer services
	

	ICT Work Process Methodology
	ICT Services
	ICT Services


Appendix 3
 Introducing the ICT Service Improvement Team

ICT Services Improvement Team was established in 2004 at the start of the ICT Service Best Value Review. 

The team was involved throughout the review and instigated and delivered service improvements during the process such as the ICT Service Induction Pack.

Recently the team has been working hard to re-design the Intranet site and hope that the new format is more meaningful to customers and easier to use.

The team meets on a monthly basis and is currently working on Staff Pledges, which, have now been drafted in consultation with all ICT staff and are also playing a key role in “Investors in People” (IIP).


The photograph shows the team receiving the “Service Excellence Award” in January 2005, which was presented in recognition of the work they do in addition to the normal services they provide.

Current members are:
· Barrie McKinnon (Chair) 

· Elaine Dunnett (Deputy Chair) 

· Sandra Parry 

· Steve McComb 

· Barbara Feeney 

· Jane Myers 

· Lee Griffin 

· Yvonne Charnock

· Jenny Flowers 

· Steve Cooper 

· Mike Thornton

· Joan Willetts
Programme Assurance 


Business & information management


Project Support Office


Project managers


Business case development


Risk management


Business continuity 


Business cases


Customer relationship management


SLAs


Marketing & communications


Commercial development


Corporate Information governance











Asst. ICT Director


Business Transformation


David Hunter








Network & Infrastructure


Desktop Implementation & Support 


Systems Implementation & Support Help Desk


Infrastructure planning & design


Security & asset management


Capacity planning


Disaster recovery


Procurement & implementations


Technical support


Schools support


Operating systems


Database management


Printing


1st line support


Customer advice








Asst. ICT Director


Desktop & Infrastructure


Dave Rogers





Business Solutions Development


Business change


ICT Training


E-Gov & ICT Strategy 


Application architecture


Bespoke application development


Package procurement


CRM solutions and integration


All web development and content    management


Enterprise solution development


Application support & Training


Business Process Reengineering 


SPRINT development & training


ECDL advanced training & testing


SIMS consultancy, support & Training


E-Learning solutions





Asst. ICT Director


Business Support


David McIlroy








Risk Management


Performance management


Resource management











Staff development


Standards


ICT strategies & R and D











Cross Service Functions:








Head of Service


Mike Willetts





To strengthen overall service leadership and management in light of the councils change agenda


To improve standards, performance and efficiencies in day-today operational services


To strengthen consultation, communication and relationships with our customers 


To increase our capacity to better exploit existing ICT investments and emerging technologies


To strengthen our project governance, risk and compliance management 


To strengthen our transformational capacity, notably BPR to support the councils change agenda


To strengthen our strategic consultancy function to better assist Directorates in service design


To maintain our national and regional status in the field of organisational transformation


To provide a more effective career advancement framework within the service


To address current and future recruitment and retention risks
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