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Report to Customer & Support Services 

Lead Member Briefing - March 2008 
by

Head of ICT Services
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Introduction
This report summarises the results of the SOCTIM (Society of IT Managers) benchmarking process in 2007, published in February 2008.  The survey was carried out from October to November 2007, with 23 councils participating in the group, mainly from the Northern region.  

The survey was based on an e-questionnaire and as the benchmarking process continues to mature and services change, some indicators have been discontinued and some new indicators have emerged.
Comparisons and outcomes
23 Councils participated and 26 key measurable indicators used (21 of which are used by SOCITM as indicators of good practice)  
In overall terms Salford ICT Services had the following results:

·  24 in the top 1/3 performers 
·  2 middle ranking performers
·  0 in the bottom 1/3 performers
Of the 26 indicators, 21 are used by Socitm to identify “Good practice” and of those, Salford ICT Services had 15 identified in this category as follows:
· User satisfaction full external survey

· User satisfaction short survey
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Service availability weighted index

· Website “Better connected”

· Cost per connection to voice network

· Support cost per workstation

· Workstations supported per ICT specialist

· ICT competence of employees with at least 15% ECDL qualified 

· Training adequacy assessed by users 

· Training days per ICT specialist

· Project Success Index

· Post project implementation reviews

· Cost per laptop including procurement and installation

· Cost efficiency

· Costing and charging

In addition to the “Good practice” indicators, there were new indicators introduced for 2007 to compare other key service areas and the outcomes were that Salford ICT Services supports:

· The highest number of home-working facilities

· 2nd highest number of PDAs

· 2nd highest number of servers

· 4th highest number of mobile phones

Conclusions
We have improved upon an already excellent result in 2005 with 15 out of 21 indicators being good practice (up from 9 in 2005). 
This is a clear indication of the commitment of all ICT staff to continually strive to improve services and we believe that it shows that the services provided by Salford ICT compares very favourably with other councils.

Detailed outcomes
The following charts show Salford’s position for key indicators relative to the 23 participating councils, together with comparisons to 2005 where available.

Overall Customer satisfaction with all ICT services (full external independent survey)

2005






2007
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Customer satisfaction – internal surveys as part of ongoing operations
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% of reported incidents resolved within agreed timescales 
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2007
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% of reported incidents resolved within 4 hours
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% of calls resolved at point of contact (Help Desk)
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% of successful projects
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Projects post implementation reviews (new indicator 2007)
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Service availability

The following information shows comparisons between 2005 and 2007 relating to unavailability of systems and a chart that shows the weighted index of availability with the highest scores having the best availability 

Number of instances and hours of unavailability 

2005






2007
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Weighted index of availability of systems – new indicator 2007

This is a new method introduced in 2007 benchmarking for comparing system reliability
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Benchmarking Websites (Better Connected 2008')
In the annual survey of the quality, usefulness, accessibility and usability of Local Government websites, Salford has once again set the very highest standards.

The Salford website is now ranked as 'Excellent' and is one of only 4 sites in the country with that honour. Salford was considered as having examples of 'Good Practice' in each of the 16 areas of assessment criteria.
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In fact, Salford was the only site in the country to pass level A of WCAG 1.0 on accessibility and therefore could be regarded as the best Local Authority website in the UK.

Costs per PC and Laptop 

The chart below shows the position in relation to the purchase and installation of PC’s and laptops.  
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Number of PDAs acquired – new indicator 2007

With the growth of PDAs, Socitm have introduced a new indicator to see what the level of take up is and the outcomes show that Salford ICT Services acquired the 2nd highest number of PDAs (165) in the last 12 months.  This fast increasing level of PDAs and the support they need makes the performances we have achieved in other areas of the service even more impressive.

Average time taken from order to desktop for a new workstation

2005






2007
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Cost per connection to the voice network    
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Mobile phones

When comparing numbers of mobile phones Salford ICT Services supports the 4th highest number within the benchmarking group. 

Cost per connection to the data network
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Support costs per workstation
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Workstations supported per support specialist

2005






2007
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Servers supported – New indicator 2007

This is a new indicator introduced by Socitm for the 2007 benchmarking process as more councils move to “Thin client” environment.

Salford’s position is 2nd supporting 306 servers.
Cost efficiency of the service – new indicator for 2007

For the 2007 benchmarking Socitm has looked at performance on a number of indicators to assess cost efficiency of the service whilst comparing customer satisfaction levels these being:

· Acquisition & installation costs of PCs and Laptops
· Cost of Voice connections
· Cost of Data connections
· Support costs per workstations
· Workstations supported
· User satisfaction 
· Resolution of supported incidents
The outcome is that Salford ICT Services has been highlighted as “Good Practice” for having 4 or more of these indicators above the upper quartile, demonstrating excellent performance in a range of areas. 
ICT competence of employees

Perception of the adequacy of ICT training 

2005






2007






Employees with all or part ECDL qualification



% of employees with ECDL


2005






2007




Provision of home-working facilities – new indicators for 2007

As councils look increasingly towards home-working Socitm has introduced a couple of new indicators that compare the % and number of users with remote access that are able to work from home.  The charts below show the comparisons:
Number of users with remote access

          %of users with remote access

2007






       2007



Training of ICT specialists

2005






2007



ICT budget comparisons 2007/8

In comparison to the level of service performance shown above, it is worth noting the levels of ICT investment where Salford ranks:

· 6th lowest investment on average spend per user 

· 5th lowest investment on average spend per workstation

Costing & charging – new indicator for 2007

Socitm has introduced this new indicator for 2007 to look at transparency and the way ICT Services is costed and charged particularly the following:


· Whether the full cost of the service is calculated

· Whether customers are informed of the cost of the service

· Whether customers receive a price list of the services 

The outcome was that Salford ICT Services was identified as “Good Practice” for having all of the above in place along with 4 other councils.

NO overall positions in 2005





ICT Services…


                                 Making a Difference
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Salford’s position was 8th with a satisfaction rating of 4.92 out of 7 (Independent external survey) 
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Salford’s position was 4th with a satisfaction rating of 6.26 out of 7 
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Salford’s position was 12th with a performance of 89.38%.  It was unknown what the agreed timescales of other councils were it could have been that Salford had tougher targets?
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Salford’s position was 6th with a performance of 68%
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Salford’s position was 8th with a performance of 62%  


Learning/Action points:


Further increase the technical knowledge and expertise of the Help Desk staff to enable increased numbers of calls being resolved at point of contact and assign technical specialists on the Help Desk for skills transfer.





(





� EMBED Excel.Chart.8 \s ���





Salford’s position was 14th for PCs with a cost of £628 for the equipment and £85 installation 


Salford’s position was 18th for Laptops with a cost of £844 for the equipment and £85 installation.  


It was judged that the variations in costs reflect on the quality and specification of equipment purchased by participants
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Salford’s position was 24th with the average time being 28 days.


It was envisaged that the Enterprise project would radically improve this situation.  
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Salford’s position was 1st with a total cost of £106 comprising:


£33 capital investment 


£28 support costs 


£45 call costs 
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Salford’s position was 15th with a total cost of £181 comprising:


£30 capital investment 


£151 support costs


 Learning/Action points


Salford had significantly invested in the Network and it was reflected in the figures 
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(





Salford’s position was 5th with a cost of £76


It was expected that the Enterprise project would consolidate this position and we would have the ability to provide greater remote support and fixing.  
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Salford’s position was 9th with the number of workstations supported being 266 per ICT support officer.
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Good Practice
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Salford’s position was 2nd with a performance of 5.41 out of 7 





Salford’s position has improved to 8th with a total cost of £164 comprising:


£24 capital investment


£140 support costs


Again our costs include quite a high level of investment and 7 of the councils we are comparing with have no investment included 
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Salford’s position was 1st with a performance of 981.  The number had risen considerably because of the drive on ECDL 
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Salford’s postion was 1st with a performance of 25% (office based staff) either part way through or completed)








Good Practice





Salford’s position has improved to 3rd with the number of workstations supported being 416 per ICT support officer and identified as “Good Practice”
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Salford’s position has improved to 2nd with a cost of £65 and identified as “Good Practice”.
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Salford’s position is 1st with an average of 13.5 days pa


Action/Learning points


We still feel it is vital that ICT staff are able to research the latest technology to ensure we have the best possible ICT facilities for the city council 

















(





Salford’s position improves to 3rd with a satisfaction rating of 5.24 out of 7 
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Salford’s position was 1st with an average of 15.5 days pa.  It related to the number of formal training days and informal study time received by ICT staff  


Action/Learning points


We made a conscious decision to allocate time to each officer for personal development over and above traditional training
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Good Practice
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Good Practice
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Good Practice





(





Good Practice
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Good Practice
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Good Practice





Good Practice
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Salford’s position has improved to 4th with an average time of 5 days.  Socitm set the “Good practice” level at less that 5 days so we just missed out. 





Salford’s position dropped to 2nd with a total cost of £103 comprising:


£29 capital investment


£33 support costs


£41 call costs


Identified by Socitm again as “Good practice” for having the lowest costs











Benchmarking of the ICT Service - 2007
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Salford’s performance - 2005





Whole Network  


0 instances of total unavailability


Part of network


I instance & 10 hours lost Email


Internet


2 instances & 1 hour lost


Finance system


1 instance & 1 hour lost


Revenues & benefits


1 instance & 1 hour lost


Housing system


2 instances & 1 hour lost


Social Services system


1 instance & 1 hour lost


Document imaging


20 instances & 48 hours lost


CRM


2 instances & 4 hours lost


Website


37 instances & 55 hours lost
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Good Practice
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Salford’s performance – 2007





Whole network


0 instances of total unavailability


Part of network


0 instances


Email


0 instances


Internet


4 instances & 0.63 hours lost


Finance system


0 instances


Revenues & benefits


2 instances & 0.66 hours lost


Housing system


1 instance & 0.11 hours lost


Social Services


0 instances


CRM


1 instances & 0.25 hours lost


Website


13 instances & 41 hours lost





(





Good Practice





Good Practice
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Salford’s position was 3rd with a score of 86.  Identified as “Good Practice” by Socitm 





Salford’s position has improved to 11th for PCs with a cost of £474 for the equipment and £45 installation 


Salford’s position has improved to 5th for Laptops with a cost of £627 for the equipment and £45 installation and identified by Socitm as “Good Practice”





Good Practice
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Salford’s position IMPROVES to 1st with a satisfaction rating of 6.86 out of 7 
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Good Practice





Salford’s position has improved to 6th with a performance of 94%.


This improvement has been achieved in addition to rolling out the Enterprise project, which is an excellent result.  


 








Salford’s position DROPS to 9th with a performance the same as 2005 at 68%. 


We have worked really hard to ensure that the implementation of the Enterprise project has not affected our responsiveness and managed to keep our performance at the same level.





Salford’s position has improved to 3rd 








One of SOCITM’s indicators measures the % of successful projects.  For 2005 benchmarking we were not able to provide information to compare our performance on this and only 5 of the 25 participating councils were able to compare their performance.  


Learning/Action points:


We planned to produce and implement a framework that would enable us to measure the success of projects
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Salford’s position is 2nd with a performance of 81%.  Only 4 councils could provide a project success score
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Good Practice





2007


A new indicator relating to the management of projects was introduced for 2007 to measure the number of large projects where post implementation reviews had taken place.  TOP 3rd place


Salford ICT Services was recognised as “Good Practice” by Socitm for over 10 projects that had been subject to post implementation reviews
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Good Practice





Good Practice





Good Practice
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Salford’s position has improved to 1st with a performance of 5.57 out of 7











Salford’s position is still 1st with a performance of 1585.
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Good Practice





Salford’s position is 2nd with a performance of 33.9% 





� EMBED Excel.Chart.8 \s ���





� EMBED Excel.Chart.8 \s ���





Salford’s position is 3rd with a performance of 35% of users with remote access





Salford’s position is 1st with by far the highest number of users with remote access the next highest council has approximately 500 compared to Salford’s 1707
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		Minimum

		Maximum

		Salford



3.8

5.5

5.41



Cust satis full survey

		Customer satisfaction full survey

		Minimum		Maximum		Salford

		3.6		5.9		4.92





Cust satis full survey

		Minimum

		Maximum

		Salford



3.6

5.9

4.92



Cust satis int survey

		Cuatomer satisfaction internal survey

		Minimum		Maximum		Salford

		3.1		6.6		6.26





Cust satis int survey

		Minimum

		Maximum

		Salford



3.1

6.6

6.26



% incidents agreed timescales

		% of incidents resolved within agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





% incidents agreed timescales

		Minimum

		Maximum

		Salford



0.45

0.97

0.8938



% incidents within 4 hrs

		% reported incidents resolved within 4 hours

		Minimum		Maximum		Salford

		2%		94%		68%





% incidents within 4 hrs

		Minimum

		Maximum

		Salford



0.02

0.94

0.68



% resolved at point of contact 

		% of calls resolved at pooint of contact

		Minimum		Maximum		Salford

		2%		75%		62%





% resolved at point of contact 

		Minimum

		Maximum

		Salford



0.02

0.75

0.62



Cost PC & Laptop

		Cost per PC & Laptop

				Minimum		Maximum		Salford

		PC		400		940		713

		Laptop		460		1250		929





Cost PC & Laptop

		Minimum		Minimum

		Maximum		Maximum

		Salford		Salford



PC

Laptop

400

460

940

1250

713

929



Turn around of kit

		Average time taken from order to desktop for a new workstation

		Minimum		Maximum		Salford

		1		40		28





Turn around of kit

		Minimum

		Maximum

		Salford



Days

1

40

28



Cost of voice

		Cost per connection to the voice network

		Minimum		Maximum		Salford

		$106		$790		$106





Cost of voice

		Minimum

		Maximum

		Salford



106

790

106



Cost of data

		Cost per connection to data

		Minimum		Maximum		Salford

		$25		$545		$181





Cost of data

		0

		0

		0





Support cost per PC

		Support cost per workstation

		Minimum		Maximum		Salford

		$48		$320		$76





Support cost per PC

		0

		0

		0





No. of workstations supported

		Workstations supported per specialist

		Minimum		Maximum		Salford

		60		550		266





No. of workstations supported

		0

		0

		0





Workstations suported & costs

		

				Minimum		Maximum		Salford

		Support costs		48		320		76

		Workstations supported		60		550		266





Workstations suported & costs

		0		0

		0		0

		0		0



Support costs

Workstations supported



Sheet16

		Peception of training adequacy

		Minimum		Maximum		Salford

		3.8		5.5		5.41

		Numbers with ECDL

		Minimum		Maximum		Salford

		20		981		981

		% with ECDL

		Minimum		Maximum		Salford

		0.50%		25%		25%
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		0

		0

		0
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Sheet3

		% of reported incidents resolved withinn agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





Sheet3

		0

		0

		0
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Chart6

		Minimum

		Maximum

		Salford



0.02

0.75

0.62



Cust satis full survey

		Customer satisfaction full survey

		Minimum		Maximum		Salford

		3.6		5.9		4.92





Cust satis full survey

		Minimum

		Maximum

		Salford



3.6

5.9

4.92



Cust satis int survey

		Cuatomer satisfaction internal survey

		Minimum		Maximum		Salford

		3.1		6.6		6.26





Cust satis int survey

		0

		0

		0





% incidents agreed timescales

		% of incidents resolved within agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





% incidents agreed timescales

		0

		0

		0





% incidents within 4 hrs

		% reported incidents resolved within 4 hours

		Minimum		Maximum		Salford

		2%		94%		68%





% incidents within 4 hrs

		0

		0

		0





Sheet8

		% of calls resolved at pooint of contact

		Minimum		Maximum		Salford

		2%		75%		62%





Sheet8

		0

		0

		0





Sheet9

		





Sheet7

		





Sheet3

		% of reported incidents resolved withinn agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





Sheet3

		0

		0

		0
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Chart4

		Minimum

		Maximum

		Salford



0.45

0.97

0.8938



Cust satis full survey

		Customer satisfaction full survey

		Minimum		Maximum		Salford

		3.6		5.9		4.92





Cust satis full survey

		0

		0

		0





Cust satis int survey

		Cuatomer satisfaction internal survey

		Minimum		Maximum		Salford

		3.1		6.6		6.26





Cust satis int survey

		0

		0

		0





Sheet3

		% of reported incidents resolved withinn agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





Sheet3

		0

		0

		0
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Chart5

		Minimum

		Maximum

		Salford



0.02

0.94

0.68



Cust satis full survey

		Customer satisfaction full survey

		Minimum		Maximum		Salford

		3.6		5.9		4.92





Cust satis full survey

		Minimum

		Maximum

		Salford



3.6

5.9

4.92



Cust satis int survey

		Cuatomer satisfaction internal survey

		Minimum		Maximum		Salford

		3.1		6.6		6.26





Cust satis int survey

		0

		0

		0





% incidents agreed timescales

		% of incidents resolved within agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





% incidents agreed timescales

		0

		0

		0





Sheet6

		% reported incidents resolved within 4 hours

		Minimum		Maximum		Salford

		2%		94%		68%





Sheet6

		0

		0

		0





Sheet7

		





Sheet3

		% of reported incidents resolved withinn agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





Sheet3

		0

		0

		0
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Chart3

		Minimum

		Maximum

		Salford



0.005

0.25

0.25



Cust satis full survey

		Customer satisfaction full survey

		Minimum		Maximum		Salford

		3.6		5.9		4.92





Cust satis full survey

		Minimum

		Maximum

		Salford



3.6

5.9

4.92



Cust satis int survey

		Cuatomer satisfaction internal survey

		Minimum		Maximum		Salford

		3.1		6.6		6.26





Cust satis int survey

		Minimum

		Maximum

		Salford



3.1

6.6

6.26



% incidents agreed timescales

		% of incidents resolved within agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





% incidents agreed timescales

		Minimum

		Maximum

		Salford



0.45

0.97

0.8938



% incidents within 4 hrs

		% reported incidents resolved within 4 hours

		Minimum		Maximum		Salford

		2%		94%		68%





% incidents within 4 hrs

		Minimum

		Maximum

		Salford



0.02

0.94

0.68



% resolved at point of contact 

		% of calls resolved at pooint of contact

		Minimum		Maximum		Salford

		2%		75%		62%





% resolved at point of contact 

		Minimum

		Maximum

		Salford



0.02

0.75

0.62



Cost PC & Laptop

		Cost per PC & Laptop

				Minimum		Maximum		Salford

		PC		400		940		713

		Laptop		460		1250		929





Cost PC & Laptop

		Minimum		Minimum

		Maximum		Maximum

		Salford		Salford



PC

Laptop

400

460

940

1250

713

929



Turn around of kit

		Average time taken from order to desktop for a new workstation

		Minimum		Maximum		Salford

		1		40		28





Turn around of kit

		Minimum

		Maximum

		Salford



Days

1

40

28



Cost of voice

		Cost per connection to the voice network

		Minimum		Maximum		Salford

		$106		$790		$106





Cost of voice

		Minimum

		Maximum

		Salford



106

790

106



Cost of data

		Cost per connection to data

		Minimum		Maximum		Salford

		$25		$545		$181





Cost of data

		0

		0

		0





Support cost per PC

		Support cost per workstation

		Minimum		Maximum		Salford

		$48		$320		$76





Support cost per PC

		0

		0

		0





No. of workstations supported

		Workstations supported per specialist

		Minimum		Maximum		Salford

		60		550		266





No. of workstations supported

		0

		0

		0





Workstations suported & costs

		

				Minimum		Maximum		Salford

		Support costs		48		320		76

		Workstations supported		60		550		266





Workstations suported & costs

		0		0

		0		0

		0		0



Support costs

Workstations supported



Sheet16

		Peception of training adequacy

		Minimum		Maximum		Salford

		3.8		5.5		5.41

		Numbers with ECDL

		Minimum		Maximum		Salford

		20		981		981

		% with ECDL

		Minimum		Maximum		Salford

		0.50%		25%		25%





Sheet16

		0

		0

		0





Sheet12

		0

		0

		0





Sheet3

		0

		0

		0





		





		% of reported incidents resolved withinn agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





		0

		0

		0
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Chart11

		Minimum

		Maximum

		Salford



48

320

76



Cust satis full survey

		Customer satisfaction full survey

		Minimum		Maximum		Salford

		3.6		5.9		4.92





Cust satis full survey

		Minimum

		Maximum

		Salford



3.6

5.9

4.92



Cust satis int survey

		Cuatomer satisfaction internal survey

		Minimum		Maximum		Salford

		3.1		6.6		6.26





Cust satis int survey

		Minimum

		Maximum

		Salford



3.1

6.6

6.26



% incidents agreed timescales

		% of incidents resolved within agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





% incidents agreed timescales

		Minimum

		Maximum

		Salford



0.45

0.97

0.8938



% incidents within 4 hrs

		% reported incidents resolved within 4 hours

		Minimum		Maximum		Salford

		2%		94%		68%





% incidents within 4 hrs

		Minimum

		Maximum

		Salford



0.02

0.94

0.68



% resolved at point of contact 

		% of calls resolved at pooint of contact

		Minimum		Maximum		Salford

		2%		75%		62%





% resolved at point of contact 

		Minimum

		Maximum

		Salford



0.02

0.75

0.62



Cost PC & Laptop

		Cost per PC & Laptop

				Minimum		Maximum		Salford

		PC		400		940		713

		Laptop		460		1250		929





Cost PC & Laptop

		Minimum		Minimum

		Maximum		Maximum

		Salford		Salford



PC

Laptop

400

460

940

1250

713

929



Turn around of kit

		Average time taken from order to desktop for a new workstation

		Minimum		Maximum		Salford

		1		40		28





Turn around of kit

		Minimum

		Maximum

		Salford



Days

1

40

28



Cost of voice

		Cost per connection to the voice network

		Minimum		Maximum		Salford

		$106		$790		$106





Cost of voice

		Minimum

		Maximum

		Salford



106

790

106



Cost of data

		Cost per connection to data

		Minimum		Maximum		Salford

		$25		$545		$181





Cost of data

		0

		0

		0





Sheet13

		Support cost per workstation

		Minimum		Maximum		Salford

		$48		$320		$76





Sheet13

		0

		0

		0





Sheet14

		





Sheet12

		





Sheet3

		% of reported incidents resolved withinn agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





Sheet3

		0

		0

		0
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Chart1

		Minimum

		Maximum

		Salford



3.6

5.9

4.92



Sheet1

		

		Minimum		Maximum		Salford

		3.6		5.9		4.92





Sheet1

		0

		0

		0





Sheet2

		





Sheet3
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Chart10

		Maximum

		Minimum

		Salford



2007

97

43

86



Sheet1

		2007 benchmarking full external satisfaction survey

		Maximum		6.25

		Minimum		4.07

		Salford		5.24





Sheet1

		0

		0

		0



2007



Sheet2

		2007 benchmarking internal satisfaction surveys

		Maximum		6.86

		Minimum		5.32

		Salford		6.86





Sheet2

		0

		0

		0



2007



Sheet3

		% of reported incidentsresolved within agreed timescales

		Maximum		100

		Minimum		79

		Salford		94





Sheet3

		0

		0

		0



2007



Sheet7

		% of incidents resolved within 4 hours

		Maximum		85

		Minimum		40

		Salford		68





Sheet7

		0

		0

		0



2007



Sheet8

		% of calls resolved at point of contact

		Maximum		85

		Minimum		2

		Salford		59





Sheet8

		0

		0

		0



2007



Sheet4

		Project success index

		Maximum		93

		Minimum		70

		Salford		81





Sheet4

		0

		0

		0



2007



Sheet5

		Weighted index of availability of systems

		Maximum		97

		Minimum		43

		Salford		86





Sheet5

		0

		0

		0



2007



Sheet6
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Chart3

		Maximum

		Minimum

		Salford



2007

280

50

65



Sheet1

		2007 benchmarking full external satisfaction survey

		Maximum		6.25

		Minimum		4.07

		Salford		5.24





Sheet1

		Maximum

		Minimum

		Salford



2007

6.25

4.07

5.24



Sheet2

		2007 benchmarking internal satisfaction surveys

		Maximum		6.86

		Minimum		5.32

		Salford		6.86





Sheet2

		Maximum

		Minimum

		Salford



2007

6.86

5.32

6.86



Sheet3

		% of reported incidentsresolved within agreed timescales

		Maximum		100

		Minimum		79

		Salford		94





Sheet3

		Maximum

		Minimum

		Salford



2007

100

79

94



Sheet7

		% of incidents resolved within 4 hours

		Maximum		85

		Minimum		40

		Salford		68





Sheet7

		Maximum

		Minimum

		Salford



2007

85

40

68



Sheet8

		% of calls resolved at point of contact

		Maximum		85

		Minimum		2

		Salford		59





Sheet8

		Maximum

		Minimum

		Salford



2007

85

2

59



Sheet4

		Project success index

		Maximum		93

		Minimum		70

		Salford		81





Sheet4

		0

		0

		0



2007



Sheet5

		Weighted index of availability of systems

		Maximum		97

		Minimum		43

		Salford		86





Sheet5

		0

		0

		0



2007



Sheet6

		Cost of PC's & laptops

				Laptops		PC's

				1100		775

				450		375

				672		519





Sheet6

		Maximum		Maximum

		Minimum		Minimum

		Salford		Salford



Laptops

PC's

2007

0

0

0

0

0

0



Sheet9

		Order to desktop of new workstation

		Maximum		20

		Minimum		3

		Salford		5





Sheet9

		0

		0

		0



2007



Sheet10

		Cost per voice connection

		Maximum		330

		Minimum		55

		Salford		103





Sheet10

		0

		0

		0



2007



Sheet12

		Cost per data connect

		Maximum		500

		Minimum		50

		Salford		164





Sheet12

		0

		0

		0



2007



Sheet11

		Support cost per workstation

		Maximum		280

		Minimum		50

		Salford		65





Sheet11

		0

		0

		0



2007
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Chart8

		Maximum

		Minimum

		Salford



2007

85

2

59



Sheet1

		2007 benchmarking full external satisfaction survey

		Maximum		6.25

		Minimum		4.07

		Salford		5.24





Sheet1

		0

		0

		0



2007



Sheet2

		2007 benchmarking internal satisfaction surveys

		Maximum		6.86

		Minimum		5.32

		Salford		6.86





Sheet2

		0

		0

		0



2007



Sheet3

		% of reported incidentsresolved within agreed timescales

		Maximum		100

		Minimum		79

		Salford		94





Sheet3

		0

		0

		0



2007



Sheet7

		% of incidents resolved within 4 hours

		Maximum		85

		Minimum		40

		Salford		68





Sheet7

		0

		0

		0



2007



Sheet8

		% of calls resolved at point of contact

		Maximum		85

		Minimum		2

		Salford		59





Sheet8

		0

		0

		0



2007



Sheet4

		





Sheet5

		





Sheet6
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Chart8

		Maximum

		Minimum

		Salford



2007

49.9

0.5

33.9



Sheet1

		2007 benchmarking full external satisfaction survey

		Maximum		6.25

		Minimum		4.07

		Salford		5.24





Sheet1

		Maximum

		Minimum

		Salford



2007

6.25

4.07

5.24



Sheet2

		2007 benchmarking internal satisfaction surveys

		Maximum		6.86

		Minimum		5.32

		Salford		6.86





Sheet2

		Maximum

		Minimum

		Salford



2007

6.86

5.32

6.86



Sheet3

		% of reported incidentsresolved within agreed timescales

		Maximum		100

		Minimum		79

		Salford		94





Sheet3

		Maximum

		Minimum

		Salford



2007

100

79

94



Sheet4

		Project success index

		Maximum		93

		Minimum		70

		Salford		81





Sheet4

		0

		0

		0



2007



Sheet5

		Weighted index of availability of systems

		Maximum		97

		Minimum		43

		Salford		86





Sheet5

		0

		0

		0



2007



Sheet6

		Cost of PC's & laptops

				Laptops		PC's

				1100		775

				450		375

				672		519





Sheet6

		Maximum		Maximum

		Minimum		Minimum

		Salford		Salford



Laptops

PC's

2007

0

0

0

0

0

0



Sheet7

		% of incidents resolved within 4 hours

		Maximum		85

		Minimum		40

		Salford		68





Sheet7

		0

		0

		0



2007



Sheet8

		% of calls resolved at point of contact

		Maximum		85

		Minimum		2

		Salford		59





Sheet8

		0

		0

		0



2007



Sheet9

		Order to desktop of new workstation

		Maximum		20

		Minimum		3

		Salford		5





Sheet9

		0

		0

		0



2007



Sheet10

		Cost per voice connection

		Maximum		330

		Minimum		55

		Salford		103





Sheet10

		0

		0

		0



2007



Sheet11

		Support cost per workstation

		Maximum		280

		Minimum		50

		Salford		65





Sheet11

		0

		0

		0



2007



Sheet12

		Cost per data connect

		Maximum		500

		Minimum		50

		Salford		164





Sheet12

		0

		0

		0



2007



Sheet13

		Servers supported

		Maximum		450

		Minimum		25

		Salford		306





Sheet13

		0

		0

		0



2007



Sheet14

		workstations supported per support specialist

		Maximum		700

		Minimum		110

		Salford		416





Sheet14

		0

		0

		0



2007



Sheet15

		Adequacy of training

		Maximum		5.57

		Minimum		3.92

		Salford		5.57





Sheet15

		0

		0

		0



2007



Sheet16

		Number of employees with ECDL

		Maximum		1585

		Minimum		50

		Salford		1585





Sheet16

		0

		0

		0



2007



Sheet17

		% of users with ECDL

		Maximum		49.9

		Minimum		0.5

		Salford		33.9





Sheet17

		0

		0

		0



2007



Sheet18
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Chart12

		Minimum

		Maximum

		Salford



1.7

15.5

15.5



Cust satis full survey

		Customer satisfaction full survey

		Minimum		Maximum		Salford

		3.6		5.9		4.92





Cust satis full survey

		Minimum

		Maximum

		Salford



3.6

5.9

4.92



Cust satis int survey

		Cuatomer satisfaction internal survey

		Minimum		Maximum		Salford

		3.1		6.6		6.26





Cust satis int survey

		Minimum

		Maximum

		Salford



3.1

6.6

6.26



% incidents agreed timescales

		% of incidents resolved within agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





% incidents agreed timescales

		Minimum

		Maximum

		Salford



0.45

0.97

0.8938



% incidents within 4 hrs

		% reported incidents resolved within 4 hours

		Minimum		Maximum		Salford

		2%		94%		68%





% incidents within 4 hrs

		Minimum

		Maximum

		Salford



0.02

0.94

0.68



% resolved at point of contact 

		% of calls resolved at pooint of contact

		Minimum		Maximum		Salford

		2%		75%		62%





% resolved at point of contact 

		Minimum

		Maximum

		Salford



0.02

0.75

0.62



Cost PC & Laptop

		Cost per PC & Laptop

				Minimum		Maximum		Salford

		PC		400		940		713

		Laptop		460		1250		929





Cost PC & Laptop

		Minimum		Minimum

		Maximum		Maximum

		Salford		Salford



PC

Laptop

400

460

940

1250

713

929



Turn around of kit

		Average time taken from order to desktop for a new workstation

		Minimum		Maximum		Salford

		1		40		28





Turn around of kit

		Minimum

		Maximum

		Salford



Days

1

40

28



Cost of voice

		Cost per connection to the voice network

		Minimum		Maximum		Salford

		$106		$790		$106





Cost of voice

		Minimum

		Maximum

		Salford



106

790

106



Cost of data

		Cost per connection to data

		Minimum		Maximum		Salford

		$25		$545		$181





Cost of data

		0

		0

		0





Support cost per PC

		Support cost per workstation

		Minimum		Maximum		Salford

		$48		$320		$76





Support cost per PC

		0

		0

		0





No. of workstations supported

		Workstations supported per specialist

		Minimum		Maximum		Salford

		60		550		266





No. of workstations supported

		0

		0

		0





Workstations suported & costs

		

				Minimum		Maximum		Salford

		Support costs		48		320		76

		Workstations supported		60		550		266





Workstations suported & costs

		Minimum		Minimum

		Maximum		Maximum

		Salford		Salford



Support costs

Workstations supported

48

60

320

550

76

266



Sheet16

		Peception of training adequacy

		Minimum		Maximum		Salford

		3.8		5.5		5.41

		Numbers with ECDL

		Minimum		Maximum		Salford

		20		981		981

		% with ECDL

		Minimum		Maximum		Salford

		0.50%		25%		25%





Sheet16

		Minimum

		Maximum

		Salford



3.8

5.5

5.41



Sheet2

		Minimum

		Maximum

		Salford



20

981

981



Sheet4

		Minimum

		Maximum

		Salford



0.005

0.25

0.25



Sheet1

		Average ICT training hours per member

		Minimum		Maximum		Salford

		0		96		20





Sheet1

		Minimum

		Maximum

		Salford



0

96

20



Sheet12

		Total ICT Budget

		Minimum		Maximum		Salford

		1		20.5		8.3





Sheet12

		0

		0

		0



£ million



Sheet5

		Variations in Budget

		Maximum % Increase		Maximum % Decrease		Salford

		18%		-17%		-17%





Sheet5

		0

		0

		0





Sheet6

				ICT training hours per employee

				Minimum		Maximum		Salford

				1		22		7.96





Sheet6

		0

		0

		0





Sheet7

		Investment in ICT by user

		Minimum		Maximum		Salford

		$1,100		$5,800		$1,800





Sheet7

		0

		0

		0





Sheet8

		Ratio of user per ICT specialist

		Maximum		Minimum		Salford

		115		25		48





Sheet8

		0

		0

		0





Sheet3

		Staff turnover

		Minimum		Maximum		Salford

		0%		34%		33%





Sheet3

		0

		0

		0





		Training of ICT specialist

		Minimum		Maximum		Salford

		1.7		15.5		15.5





		0

		0

		0





		% of reported incidents resolved withinn agreed timescales

		Minimum		Maximum		Salford

		45%		97%		89.38%





		0

		0

		0
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Chart3

		Maximum

		Minimum

		Salford



2007

13.5

1.4

13.5



Sheet1

		2007 benchmarking full external satisfaction survey

		Maximum		6.25

		Minimum		4.07

		Salford		5.24





Sheet1

		Maximum

		Minimum

		Salford



2007

6.25

4.07

5.24



Sheet2

		2007 benchmarking internal satisfaction surveys

		Maximum		6.86

		Minimum		5.32

		Salford		6.86





Sheet2

		Maximum

		Minimum

		Salford



2007

6.86

5.32

6.86



Sheet3

		% of reported incidentsresolved within agreed timescales

		Maximum		100

		Minimum		79

		Salford		94





Sheet3

		Maximum

		Minimum

		Salford



2007

100

79

94



Sheet4

		Project success index

		Maximum		93

		Minimum		70

		Salford		81





Sheet4

		0

		0

		0



2007



Sheet5

		Weighted index of availability of systems

		Maximum		97

		Minimum		43

		Salford		86





Sheet5

		0

		0

		0



2007



Sheet6

		Cost of PC's & laptops

				Laptops		PC's

				1100		775

				450		375

				672		519





Sheet6

		Maximum		Maximum

		Minimum		Minimum

		Salford		Salford



Laptops

PC's

2007

0

0

0

0

0

0



Sheet7

		% of incidents resolved within 4 hours

		Maximum		85

		Minimum		40

		Salford		68





Sheet7

		0

		0

		0



2007



Sheet8

		% of calls resolved at point of contact

		Maximum		85

		Minimum		2

		Salford		59





Sheet8

		0

		0

		0



2007



Sheet9

		Order to desktop of new workstation

		Maximum		20

		Minimum		3

		Salford		5





Sheet9

		0

		0

		0



2007



Sheet10

		Cost per voice connection

		Maximum		330

		Minimum		55

		Salford		103





Sheet10

		0

		0

		0



2007



Sheet11

		Support cost per workstation

		Maximum		280

		Minimum		50

		Salford		65





Sheet11

		0

		0

		0



2007



Sheet12

		Cost per data connect

		Maximum		500

		Minimum		50

		Salford		164





Sheet12

		0

		0

		0



2007



Sheet13

		Servers supported

		Maximum		450

		Minimum		25

		Salford		306





Sheet13

		0

		0

		0



2007



Sheet14

		workstations supported per support specialist

		Maximum		700

		Minimum		110

		Salford		416





Sheet14

		0

		0

		0



2007



Sheet15

		Adequacy of training

		Maximum		5.57

		Minimum		3.92

		Salford		5.57





Sheet15

		0

		0

		0



2007



Sheet16

		Number of employees with ECDL

		Maximum		1585

		Minimum		50

		Salford		1585





Sheet16

		0

		0

		0



2007



Sheet17

		% of users with ECDL

		Maximum		49.9

		Minimum		0.5

		Salford		33.9





Sheet17

		0

		0

		0



2007



Sheet18

		

		Homeworkers

		% of users with remote access

		Maximum		70

		Minimum		2

		Salford		35

		Number of users with remote access

		Maximum		1707

		Minimum		2

		Salford		1707





Sheet18

		0

		0

		0



2007



Sheet21

		0

		0

		0



2007



Sheet22
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