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Report of Assistant ICT Directors to

CUSTOMER & SUPPORT SERVICES LEAD MEMBER MEETING

 & STRATEGIC DIRECTOR – 8th NOVEMBER, 2004

NATIONAL BENCHMARKING OF THE ICT SERVICE

1. INTRODUCTION

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

2. BACKGROUND

A report was presented earlier this year, which detailed the results of benchmarking Salford ICT Service with 22 other North West Authorities that participated.  

The main outcome being that Salford compared very favourably with the North West Councils with 10 of the 20 measurable targets in top quartile or cited as good practice, 9 targets middle ranking and only 1 target identified specifically for service improvement.
3. NATIONAL COMPARISONS

SOCITM have now completed the benchmarking exercise nationally and have forwarded details of how Salford compares with the 73 councils that participated.

The charts that follow show a summary of how Salford’s ICT Service compares nationally particularly relating to the KPI’s (Key Performance Indicators) which SOCITM recommend are used when benchmarking ICT. 

The charts will show that Salford ICT service has some excellent results the main areas being:

· Customer satisfaction

· Faults resolved within time-scales

· Acquisition cost of workstations

· Cost of connection to voice network

· Support cost per workstation

· Workstations supported per support specialist

· ECDL qualifications

4. CONCLUSIONS

Participating in the benchmarking exercise has been worthwhile and has provided clear evidence that when compared nationally Salford ICT provides services that perform well, with competitive costs and that are value for money, this can be illustrated with for eg:

· The highest performance on fault rectification

· The cheapest cost when supporting workstations 

· The highest number of work stations supported per ICT support officer

It has also identified that as a council Salford does not do quite as well with investment in ICT in general (although the higher cost of a data network connection is due to the amount of investment in the infrastructure).  It also shows only 80% of office based staff in Salford have a workstation. 

At the Best Value Review “Visioning Challenge” it was recommended that the national benchmarking comparisons needed to be obtained to feed into process.  The outcomes provide further evidence of current service performance and will also inform any service improvements that can be delivered as early wins during the review or as part of longer-term improvement plans.  We also plan to participate in the benchmarking exercise again in 2005.
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				Maximum		Upper quartile		Median		Lower quartile		Minimum

		All		6.41		5.37		4.81		4.40		2.86

		Unitaries		6.11		5.29		4.93		4.65		3.89

		Metropolitan districts		6.41		5.56		5.00		4.64		3.99

		London boroughs		6.36		4.82		4.63		4.14		3.72

		Shire districts		6.33		5.38		4.84		4.33		2.86

		Shire counties		5.73		5.37		4.84		4.48		3.75

		Salford City				6.00

		KPI 2 % resolved within timescale

				Average %

		All		83

		Unitaries		85

		Metropolitan districts		83

		London boroughs		82

		Shire districts		83

		Shire counties		84

		Salford City		89

		KPI 4 Acquisition cost of workstation 2002/03

		Type		Average PC

		All		£824

		Unitaries		£773				Minimum		£426

		Metropolitan districts		£753				Lower quartile		£707

		London boroughs		£895				Median		£814

		Shire districts		£840				Upper quartile		£914

		Shire counties		£832				Maximum		£1,335

		Salford City		£704

		KPI 5 Cost of connection to voice network 2003

		Type		Average total

		All		£143

		Unitaries		£121				Minimum		£17

		Metropolitan districts		£146				Lower quartile		£83

		London boroughs		£162				Median		£135
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		Salford City		£41
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		Type		Average (total)

		All		£199

		Unitaries		£189				Minimum		£24
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		KPI 7 Support costs per workstation 2003

		Type		Average
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		Metropolitan districts		£165				Lower quartile		£143
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		Salford City		£84

		KPI 8 Workstations supported per support specialist  2003

				Workstations

		All		180

		Unitaries		184				Minimum		51

		Metropolitan districts		218				Lower quartile		134

		London boroughs		205				Median		170

		Shire districts		130				Upper quartile		218
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		KPI 9 Ratio of workstations to employees 2003

		All		94
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		Unitaries		137				Minimum		1
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		London boroughs		157				Median		99

		Shire districts		18				Upper quartile		284

		Shire counties		305				Maximum		878
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		All		£143
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Salford compared to average of all councils
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Salford compared to average of all councils
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Salford compared to average of all councils
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		ICT expenditure as percentage of total revenue budget 2003

		Type of authority				% of budget

		All types				2.50%

		Unitaries				2.33%

		Metropolitan districts				2.00%

		London boroughs				2.74%

		Shire districts				5.10%

		Shire counties				2.63%

		Salford City				2.39%

		ICT expenditure by user (headcount) 2003

		Type of authority				Spend per user

		All types				£2,500

		Unitaries				£2,050

		Metropolitans				£1,701

		London boroughs				£2,539

		Shire districts				£3,207

		Shire counties				£2,602

		Salford City				£2,521

		ICT expenditure by employee 2003

		Type of authority				Spend per user

		All types				£2,500

		Unitaries				£2,050

		Metropolitans				£1,701

		London boroughs				£2,539

		Shire districts				£3,207

		Shire counties				£2,602

		Salford City				£2,349

		KPI 1 Customer satisfaction (73 authorities)								Includes internal and external surveys

				Maximum		Upper quartile		Median		Lower quartile		Minimum

		All		6.41		5.37		4.81		4.40		2.86

		Unitaries		6.11		5.29		4.93		4.65		3.89

		Metropolitan districts		6.41		5.56		5.00		4.64		3.99

		London boroughs		6.36		4.82		4.63		4.14		3.72

		Shire districts		6.33		5.38		4.84		4.33		2.86

		Shire counties		5.73		5.37		4.84		4.48		3.75

		Salford City				6.00

		KPI 2 % resolved within timescale

				Average %

		All		83

		Unitaries		85

		Metropolitan districts		83

		London boroughs		82

		Shire districts		83

		Shire counties		84

		Salford City		89

		KPI 4 Acquisition cost of workstation 2002/03

		Type		Average PC

		All		£824

		Unitaries		£773				Minimum		£426

		Metropolitan districts		£753				Lower quartile		£707

		London boroughs		£895				Median		£814

		Shire districts		£840				Upper quartile		£914

		Shire counties		£832				Maximum		£1,335

		Salford City		£704

		KPI 5 Cost of connection to voice network 2003

		Type		Average total

		All		£143

		Unitaries		£121				Minimum		£17

		Metropolitan districts		£146				Lower quartile		£83

		London boroughs		£162				Median		£135

		Shire districts		£135				Upper quartile		£182

		Shire counties		£148				Maximum		£406

		Salford City		£41

		KPI 6 Cost of connection to data network 2003

		Type		Average (total)

		All		£199

		Unitaries		£189				Minimum		£24

		Metropolitan districts		£163				Lower quartile		£124

		London boroughs		£227				Median		£179

		Shire districts		£193				Upper quartile		£257

		Shire counties		£213				Maximum		£544

		Salford City		£266

		KPI 7 Support costs per workstation 2003

		Type		Average

		All		£211

		Unitaries		£197				Minimum		£79

		Metropolitan districts		£165				Lower quartile		£143

		London boroughs		£235				Median		£199

		Shire districts		£234				Upper quartile		£249

		Shire counties		£208				Maximum		£549

		Salford City		£84

		KPI 8 Workstations supported per support specialist  2003

				Workstations

		All		180

		Unitaries		184				Minimum		51

		Metropolitan districts		218				Lower quartile		134

		London boroughs		205				Median		170

		Shire districts		130				Upper quartile		218

		Shire counties		180				Maximum		405

		Salford City		405

		KPI 9 Ratio of workstations to employees 2003

		All		94

		Unitaries		95				Minimum		56

		Metropolitan districts		91				Lower quartile		92

		London boroughs		95				Median		100

		Shire districts		98				Upper quartile		100

		Shire counties		87				Maximum		100

		Salford City		80

		KPI 10 ECDL qualifications 2003

				Average

		All		189

		Unitaries		137				Minimum		1

		Metropolitan districts		252				Lower quartile		49

		London boroughs		157				Median		99

		Shire districts		18				Upper quartile		284

		Shire counties		305				Maximum		878

		Salford City		389
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