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REPORT OF THE STRATEGIC DIRECTOR OF CUSTOMER AND SUPPORT SERVICES



TO THE LEAD MEMBER FOR CUSTOMER AND SUPPORT SERVICES

ON MONDAY, 28TH FEBRUARY, 2005 


TITLE : 
CUSTOMER AND SUPPORT SERVICES DIRECTORATE – 



BUDGET ISSUES FOR 2005/06


RECOMMENDATIONS : 

Lead Member is recommended to approve the above-mentioned investment in priority areas for the directorate and the proposed sources of funding.


EXECUTIVE SUMMARY :   

This report identifies priority proposals for investment in service improvement within the directorate and the means of funding them.


BACKGROUND DOCUMENTS :  Report considered by Heads of Function 16/2/05

(Available for public inspection)


ASSESSMENT OF RISK: Low

	


SOURCE OF FUNDING: Existing revenue budget and capital programme allocations for 2005/06

	


COMMENTS OF THE STRATEGIC DIRECTOR OF CUSTOMER AND SUPPORT SERVICES (or his representative):

1. LEGAL IMPLICATIONS



Provided by :
Alan Eastwood 

The Head of Law and Administration has been involved with other Heads of Function in determination of the priorities and is satisfied that there are no legal impediments to the proposals.

2. FINANCIAL IMPLICATIONS


Provided by :
John Spink

This report has been prepared by the Head of Finance in conjunction with Accountants and other Heads of Function. 

3. PROPERTY  

Preliminary discussions have been held with Urban Vision with regard to the availability of premises for the relocation of the Call Centre, the possible future use of Elmstead and relocation from Wesley St.

4. HUMAN RESOURCES



Provided by :
Mike Bleese

The Head of HR has been involved with other Heads of Function in determination of the priorities and is satisfied that all HR matters have been fully considered.

	


CONTACT OFFICER :  John Spink
  Tel : 793 3230
E-mail : john.spink@salford.gov.uk

WARD(S) TO WHICH REPORT RELATE(S): 
None specifically


KEY COUNCIL POLICIES: 

Budget Strategy






Think Customer


REPORT DETAILS

1. BACKGROUND

1.1. Members will recall that a decision conferencing exercise was undertaken last November to identify investment priorities and potential funding from savings for the directorate’s budget for 2005/06.

1.2. Overall, some £2,707,000 of investment proposals and £730,000 of savings were identified. The realisable savings were subsequently increased to £997,000 during the budget process.

1.3. It was agreed with Budget Strategy Group that £200,000 of the savings could be used to fund the continued employment of staff in I T following the loss of E-government grant for 2005/06, and the balance was used to contribute towards reducing the Council’s overall net expenditure and enabling the Council Tax increase to be limited to 3% for Salford’s services.  

1.4. As a result of all the savings being fully utilised, the balance of investment proposals, totalling £2,507,000 were put on hold pending clarification of available funding.

2. CURRENT POSITION

2.1. The heads of function have been clarifying what are the highest investment priorities for the directorate for 2005/06 and how they might be funded and this report sets out proposals for consideration.

2.2. The following priorities for investment have been identified :-

· Call Centre – service improvements and relocation

Since the introduction of the Call Centre in April 2000, the service has expanded considerably to its present standing of approximately 100fte staff, 650,000 calls per annum, and has become one of the most highly developed corporate contact centre services across the local government family. The Council has embarked through Think Customer on an ambitious expansion process to increase momentum in its drive to create a single point of contact across all Council services. It is envisaged that additional resources (10fte) will be needed to service these demands whilst maintaining our progress towards improved call handling targets and increased opening hours, this will be particularly the case if customer access is to be included within the Council’s second wave of Local Public Service agreements.

A major risk to the Service in delivering this programme is our present accommodation situation, a summary of the present problems as follows;

· The accommodation within Elmstead House and Phase 2 being up to full capacity which will not enable any further service expansion

· The long-term position in terms of the demolition of Elmstead House

· The unsatisfactory working arrangements in having split site working across the 2 Call Centre sites and

· The ongoing risk to the business through the high level of incidents of theft within Elmstead House

It is clear that relocation to a single site would address all of these needs and would have the added benefit of freeing up prime Civic Centre office space to deal with other key corporate accommodation issues such as the centralisation of the Marketing and Communications function. 

· Upgrading I T training rooms

This will create additional capacity to cope with the planned increase in ICT training for the future (from 4500 delegates this year to approx 7000 next year alone) by the construction of further training rooms within the computer centre and associated remodelling of the building, following the relocation of computing equipment in the spring of 2005. The additional training capacity is aimed at ensuring effective ICT competencies of council members and officers and the fullest exploitation of investments in ICT facilities. Additionally, it will enable continuation of our external programme for the training of other councils in Salford’s BPR method and tools thereby maintaining our high profile national image on e-Government and generating much needed income.

· Think Customer

Whilst the report to date has highlighted operational resources which will be required to deal with future Call Centre expansion, it is clear that the supporting infrastructure around the Think Customer programme will also need to be enhanced in order to maintain current progress. It is envisaged that the majority of this expenditure will be restricted to 2005/06 only as we seek to reallocate resources particularly within the IT Services areas from other major programmes of work, for example, after the implementation of the SX3 Council Tax and Benefits system. Resources required include;

· BPR Analysts

· Project Managers

· Funding for external support from academic partners such as Manchester Business School

· Funding for external support in the continued development of the Customer Relationship Management system (CITIZEN) and

· IT training resource.

Whilst progress to date within the Think Customer programme has been good, the expansion of the programme together with the implementation of the new Think themes, will demand additional resources in this area during 2005/06.

· Health & Safety

A health and safety improvement plan was agreed by Directors, which included a number of planned changes to the way resources were deployed, information was handled and performance was monitored. A key feature of the improvement plan is to introduce arrangements to outstation health and safety officers in each directorate (excluding Customer and Support Services and the Chief Executive which will be covered by a central team). 

· Equalities and Diversity Training

Commencing a comprehensive training programme for all employees. Courses for front-line staff and managers, including specialist training for people responsible for impact assessments and Diversity Leaders. Estimated training places available in 2005/6 = 2500.

· Manager Training 
A range of courses for first-line to senior managers using internal and contracted-in providers. Includes a qualifying course for 100 first line managers in 2005/6, an integrated assessment and development programme for 65 middle managers working with Manchester Business School and a range of bespoke programmes for particular managers and services improvements.
· Customer Care Training 
A roll-out of a certificated customer care course for all relevant front-line staff using an externally certificated training model delivered by Salford FE colleges.
2.3. It is proposed that the 4 HR proposals regarding health and safety and training will be funded by charging client directorates for advice and training places respectively that they require. Directorates will be expected to meet such costs from within their existing budget allocations.

2.4. With regard to the remaining proposals, the amount of investment required and the proposed sources of funding are shown in the following table :-

	
	2005/06
	2006/07

	
	£
	£

	Investment proposed
	
	

	
	
	

	Revenue
	
	

	Call Centre – service improvement
	160,000
	160,000

	Call Centre – relocation
	170,000
	170,000

	Think Customer
	210,000
	210,000

	Revenue Total
	540,000
	540,000

	
	
	

	Capital
	
	

	Call Centre - relocation
	30,000
	

	Upgrading I T training rooms
	100,000
	

	Capital Total
	130,000
	

	
	
	

	
	
	

	Proposed Sources of Funding
	
	

	
	
	

	Revenue
	
	

	LPSA 2 pump priming grant
	80,000
	0

	Relocation of Internal Audit from Wesley St 
	19,000
	38,000

	Lease expiry
	40,000
	200,000

	Broadband - underspending
	191,000
	212,000

	2004/05 underspending
	210,000
	0

	Underspending/savings to be identified, potentially from winding down Council Tax/Benefits systems implementation team and from future Call Centre income streams
	0
	90,000

	Revenue Total
	540,000
	540,000

	
	
	

	Capital
	
	

	Office relocations provision (2004/05 available balance)
	130,000
	

	Capital Total
	130,000
	

	
	
	


3. RECOMMENDATION

3.1. Lead Member is recommended to approve the above-mentioned investment in priority areas for the directorate and the proposed sources of funding.

ALAN WESTWOOD

Strategic Director of Customer and Support Services

