DRAFT


Environmental Services

Directorate

[image: image1.jpg]Salford City Council




[image: image2.jpg]



[image: image3.emf]Business Consultancy Key Process Map: Process Owner:  Lindsay Rogers

.

Analyse 

Customer &

Service Issues

BCU1

Research &

Gather Data

BCU2

Interpret &

Develop

Policy

BCU3

Advise &

Consult

BCU4

Produce

Reports

BCU5

Develop

Communication

Channels

BCU6

SR

Complaint

Customer

Request for more info

From Box 1/2

Consultation Info

Request for Info

Box 1

Analysis

Analysis

DMT

Customer Request

Box 1

Info

Request for Info/advice

Info

Info

Advice

Completed Report

Consultation Info

Info

Advice

Charts

Critical Success Factors

1.      Compliance with policy/statute

2. Development & Maintenance of accreditation standards

3. Adoption of best practice business planning & performance management.

Requirement for additional info

.


Approved By:-       ……………………….

Issue Number:-     …..

Contents










Page Number

Foreword
3

1. Introduction
4

2. Strategic Framework and Pledges
5-6

3. Key Service Objectives
7-20

4. Performance Improvement
21-22

5. Risk Management
23-24

6. Consultation
25

7. Resources
26

Appendices

A
Cabinet Work Plan – Ex. Summary
27-28

B
BVPI and LPI Performance Report

C
Consultation Matrix


Foreword

[image: image4.jpg]


Contained within this Service Plan is a detailed yet easy to understand account of the key objectives of the Environmental Services Directorate for 2004/2005 and how these key objectives link to the Corporate Priorities.

Environmental Services have demonstrated achievement throughout 2003/4 and the objectives described in this plan build on these successes.  Not only is the Directorate committed to the Council priorities and the needs of the customer, but it has identified key service and process improvements for 2004/5 to ensure effective and efficient working and delivery of services.

I look forward to continuing my role as Lead Member for Environmental Services and being able to bring the results of my contributions in further reports which show a Directorate with a forward looking approach and one committed to delivering continuous improvement and Best Value for service users and the resident of the City of Salford.

Cllr Mrs Maureen Lea

Lead Member, Environmental Services Directorate

1.
Introduction

This Service Plan sets out the priorities and key service objectives for achievement in 2004/2005.  The degree to which these key objectives are met will provide an overall indication of the performance of the directorate in 2004/2005.  Key service objectives and targets are designed to measure achievement of the aims contained in Salford’s Community Plan, Strategic and Best Value Performance Plan, City Council Pledges, Cabinet Work Plan and Themes, CPA Improvement Plan and Community Action Plan.

2.
Salford Council Strategic Framework and City Council Pledges

The Directorate contributes to the Council’s strategic framework, as detailed below in Figure 1.



Delivered

Through

Figure 1

The Council has key strategic aims, which have been endorsed by the residents of the City of Salford as part of its consultations within the community planning process.  The Directorate has a responsibility to contribute to all of the Community Themes and Council Pledges but predominately most of the services align to Pledge 7 – Enhancing Life IN Salford.  The themes are detailed below and show how the City Council will contribute to the achievement of the Community Plan through the following pledges:-

Salford Community Plan Themes


The City Council’s Pledges

Salford’s Community Plan will be achieved by partners across Salford focusing on the themes shown below:


The City Council will contribute to the achievement of the Community Plan through the following pledges:



A Healthy City

By improving health outcomes and reducing health inequalities.
Pledge 1: Improving Health in Salford

We will improve the health, well-being and social care of the people of Salford

              A Safe City

By reducing crime and disorder and improving the sense of community safety
Pledge 2: Reducing Crime in Salford

We will reduce crime and disorder and improve community safety.

A Learning and Creative City 

By raising education and skill levels and developing and promoting opportunities for cultural and leisure enhancement.
Pledge 3: Encouraging Learning, Leisure and Creativity in Salford

We will raise education and skill levels and further enhance cultural and leisure opportunities in the city.

A City where Children and Young People are valued

By investing and focusing our resources and efforts into services, activities and opportunities that will support children and young people and help enable them achieve their full potential.
Pledge 4: Investing in Young People in Salford

We will focus on services, activities and opportunities to support young people in order to achieve their full potential.

An Inclusive City with

Stronger Communities

By tackling poverty and social inequalities, maximising the opportunities for children and young people and increasing the involvement of local people and communities in shaping the future of the City.
Pledge 5: Promoting Inclusion in Salford

We will tackle poverty and social inequalities and increase the involvement of local communities in shaping the future of the City.



An Economically\Prosperous

 City of Salford 

By providing jobs with good prospects and supporting our local economy by encouraging enterprise and business development.
Pledge 6:  Creating Prosperity in Salford

We will ensure an economically prosperous city with good jobs and thriving economy.

A City That’s Good to Live In

By protecting and improving the environment and providing access to decent, affordable homes which meet the needs of local people.
Pledge 7: Enhancing Life in Salford

We will ensure that we are a city that’s good to live in with a quality environment and decent, affordable homes which meet the needs of local people.



3.
Key Service Objectives


The Directorate contributes to the Corporate Strategic Framework and the objectives are detailed below:-


Cabinet Work Plan


Each Directorate of Salford City Council has strategic priorities which are contained within the Cabin Work Plan.  Environmental Services will continue to bring forward measures to clean up the City.  The Cabinet Work Plan priorities are detailed below but more detailed actions to achieve that priority are contained under the Corporate Pledges:-

· Waste Disposal Strategy

· Move to a tonnage-based system for levy

· Reduce the cost of waste disposal to the Council

· Convert Civic Amenity sites to Recycling Centres

· Promote and market recycling in the City
· Achieve Best Value and Open Competitive Tendering
· Kerbside Collection Phase 2

· Ensure 98% of residents have access to kerbside recycling collection

· Establish recycling sites throughout the city and start converting them to multi-material recycling sites

· Implement a ‘Green Waste’ Collection Service

· Establish 21 multi-material recycling sites at high rise properties
· Grounds Maintenance Review
· Improve efficiency and effectiveness of the Service

· Continue to implement Best Value Improvement Plan

· Development of Open Spaces and Parks Strategy

· Improve image and profile of the City’s open spaces

· Litter and Refuse Enforcement

· Develop refuse enforcement strategy

· Implement Enforcement Policy

· Promote and deliver educational programmes to minimise litter dropping

Community Plan Themes and Corporate Pledges

Improving Health IN Salford

We will improve the Health, Well-being and Social Care of the people in Salford



By:
Progress in 2003/04
Headline Targets

Year 1 - 2004/05
Annual Target

2005/6
Key Indicators to 2007

Promoting a healthy lifestyle and tackling health inequalities


· Air Quality Action Plan submitted to DEFRA and some amendments now made in line with their comments. A second round of air quality review and assessment is now taking place.  Also made contribution to Cleaner Vehicle Campaign.

· Current response rate to Environmental Health request for service within 3 working days is exceeding target. 

· Achieved 100% score against a check list of Environmental Health Best Practice
· Achieve 95% response rate to Environmental Health request for service within 3 working days of receipt

· 100% score against a check list of Environmental Health Best Practice maintained


· Achieve 95% response rate to Environmental Health request for service within 3 working days of receipt

· 100% score against a check list of Environmental Health Best Practice maintained


· Seek a reduction in levels of air pollution through effective air quality management

· 100% score against a check list of Environmental Health Best Practice maintained



Working with partners to improve life chances and promote good health for individuals and communities
· In conjunction with PCT, funding secured for 2 posts to develop health and well being initiatives.  Programme of work currently being developed, but agreed priorities are food and nutrient, tobacco control and physical activity.


· Work with the PCT and Health Protection Agency to promote safer home environments and encourage fit and healthy lifestyles

· Ensure every Community Committee area has a health action plan to tackle health issues at a local level


· Develop, with Salford PCT, integrated health care plans for the needs of local communities



Improving Health IN Salford

We will improve the Health, Well-being and Social Care of the people in Salford



By:
Progress in 2003/04
Headline Targets

Year 1 - 2004/05
Annual Target

2005/6
Key Indicators to 2007

Improving and redesigning services to maximise access and meet need
· A new working group made-up of representatives from Bereavement, Social, Health and the spiritual services are developing the service structure along with supporting literature to support bereaved families and preparing for bereavement.
· Provide an easily accessible point of contact for those anticipating or undergoing a bereavement to access all services, for example health services, social care, benefits and spiritual advice



Reducing Crime IN Salford 

We will reduce crime and disorder and improve community safety



By:
Progress in 2003/04
Headline Targets

Year 1 - 2004/05
Annual Target

2005/6
Key Indicators to 2007

Helping Victims and Witnesses
· The level of responsiveness met for the removal of offensive and racist graffiti within 48 hours, during 2003/4 was 94% 
· Respond to reports of offensive and racist graffiti within 48 hours

· Implement Enforcement Policy


· Further develop and introduce Initiatives like Salford Pride that will provide educational based strategies to reduce offensive and racist graffiti.

Tackling Offenders
· During 2003/4, Trading Standards officers worked with the police to successfully prosecute 105 people for illegal underage selling and 4 off- licences had their licence revoked.
· Conduct joint operations with the police to take action against those selling alcohol and other age-restricted goods to persons under the legal age

· Implement Enforcement Policy


· Development and introduction of proof of identity cards will assist the strategy to reduce the number of underage illegal sales. 

Reducing Crime IN Salford 

We will reduce crime and disorder and improve community safety



By:
Progress in 2003/04
Headline Targets

Year 1 - 2004/05
Annual Target

2005/6
Key Indicators to 2007

Implementing Crime Reduction and Prevention Measure
· Successful partnership working has resulted in significant successes in reducing a range of criminal activity, ie. £1m worth of vehicle parts recovered

· Achieved 100% score against a check list of Trading Standards Best Practice
· Further integrate partnership working and in particular identify new outlets for stolen goods

· 100% score against a check list of Trading Standards Best Practice maintained


· 100% score against a check list of Trading Standards Best Practice maintained


· To consolidate the partnership working between GMP and Trading Standards in tackling:-

· Car Crime

· Counterfeiting

· Stolen Goods

· Doorstep Crime

Encouraging Learning, Leisure and Creativity IN Salford

We will raise education and skill levels and further enhance cultural and leisure opportunities in the city



By:
Progress in 2003/04
Headline Targets

Year 1 - 2004/05
Annual Target

2005/6
Key Indicators to 2007

Providing better quality schools and leisure facilities
· Extensive community consultation has taken place in order to develop an Urban Open Space Strategy and one park has been selected for application for “Green Flag”  assessment
· To improve facilities in 3 of the city’s major parks to achieve ‘District Park’ status 

· Achieve District Park status for the remaining 7 major parks in the city

Encouraging more people to participate in a range of sport, culture and learning activities
· A grant of £32K has been awarded by Green and Greater Manchester to develop heritage boards in cemeteries and parks to promote awareness of historical and ecological issues.  In addition, a project officer has been appointed to develop the Heritage Trail project.
· To develop, implement and promote the ecology and historical value of cemeteries throughout the year and through the bi-monthly Friends of Cemeteries Group.
· Develop cemeteries and church yards as places of significant areas of historical and ecological interest, thus ensuring their long-term sustainability as places of interest and recreation.

Investing in young people IN Salford

We will focus on services, activities and opportunities to support children and young people in order to achieve their full potential



By:
Progress in 2003/04
Headline Targets

Year 1 - 2004/05
Annual Target

2005/6
Key Indicators to 2007

Providing services and facilities to meet the needs of young people
· New Opportunities funding has been secured to enable planned development of playgrounds to proceed. 
· Build two new playgrounds that meet Area Play Standards for equipment 

· Make best use of 106 procedure and monies to increase numbers of and quality of children’s play areas
· Construct two further new playgrounds per year
· Construct two further new playgrounds per year

Promoting Inclusion IN Salford

We will tackle poverty and social inequalities and increase the involvement of local communities in shaping the future of the City



By:
Progress in 2003/04
Headline Targets

Year 1 - 2004/05
Annual Target

2005/6
Key Indicators to 2007

Improving access to services and support mechanisms for vulnerable members of our community
· During 2003/4, 99% of targets achieved for burials (within 5 working days) and cremations (within 3 working days).  In addition, customer survey criteria reviewed to ensure on-going service standards maintained and further opportunities for improvement identified.
· To maintain a position within the top ten burial authorities in the country in relation to the Charter for the Bereaved, undertaking burials in 5 clear working days and cremations in 3 clear working days
· To further improve Bereavement Services in line with the Charter for the Bereaved



Enhancing Life IN Salford

We will ensure that Salford is a city that’s good to live in with a quality environment and decent, affordable homes which meet the needs of local people



By:
Progress in 2003/04
Headline Targets

Year 1 - 2004/05
Annual Target

2005/6
Key Indicators to 2007

Ensuring the cleanliness and maintenance of the city
· The average missed bin rate during 2003/4 exceeded the annual target of 22 per 100,000 households.  This was achieved by a variety of new operational procedures such as “leafleting” areas where parked vehicles had caused access problems etc.

· The 2003/4 MORI Survey indicated that satisfaction rates with household waste collection had increased to 89%.

· 98% of streets are cleaned every 3 weeks and only 5 days were lost due to bad weather.  Recent investment in new global positioning system (GPS) technology will enable future management of street cleaning to be further improved.


· Ensure no more than 21 households per 100,000 are missed during waste collections

· Develop strategies to work towards the 2006/7 target of 90% level of satisfaction with household waste collection

· Achieve a target of 433 kg of household waste collected per head

· Ensure that the cost of waste collection per household does not exceed £32.73 

· Ensure that streets are cleaned at least once every 3 weeks
· Ensure no more than 20 households per 100,000 are missed during waste collections

· Develop strategies to work towards the 2006/7 target of 90% level of satisfaction with household waste collection

· Achieve a target of 437 kg of household waste collected per head

· Ensure that the cost of waste collection per household does not exceed £35.43

· Ensure that streets are cleaned at least once every 3 weeks


· To adopt a comprehensive Municipal Waste Strategy for 2006

· Achieve 90% level of satisfaction with household waste collection

· Achieve a target of 441 kg of household waste collected per head

· Ensure that the cost of waste collection per household does not exceed £36.37

· Using the statistical methodology achieve a BVPI 199 target of 15%



Enhancing Life IN Salford

We will ensure that Salford is a city that’s good to live in with a quality environment and decent, affordable homes which meet the needs of local people



By:
Progress in 2003/04
Headline Targets

Year 1 - 2004/05
Annual Target

2005/6
Key Indicators to 2007

Ensuring the cleanliness and maintenance of the city
· The 2003/4 MORI Survey indicated that satisfaction rates had increased to 50%.  Development of a new method to assess street cleanliness on a regular basis will help focus resources in an improved manner to tackle street cleanliness issues.
· Develop strategies to work towards the 2006/7 target of 70% level of satisfaction with street cleanliness

· Using a new statistical methodology to assess street cleanliness, achieve a BVPI 199 target of 21%
· Develop strategies to work towards the 2006/7 target of 70% level of satisfaction with street cleanliness





· The annual increase in litter bin sites is currently 18%.  A policy of targeting litter “hot spots” is proving to be very successful.
· Increase the number of litter bins by 10% per year



Providing an accessible and sustainable recycling service
· A combination of communication strategies to raise public awareness has resulted in increased levels of waste recycling.  These strategies have included “advertorials” in the local press, the use of canvassers, and a Greater Manchester communication strategy funded by DEFRA
· Recycle 12% of the total tonnage of household waste 

· Ensure 99% of residents have access to the kerbside recycling collection
· Recycle 18% of the total tonnage of household waste 
· Ensure 100% of residents have access to the kerbside recycling collection
· Recycle 20% of the total tonnage of household waste 

· Ensure 100% of residents have access to the kerbside recycling collection

Enhancing Life IN Salford

We will ensure that Salford is a city that’s good to live in with a quality environment and decent, affordable homes which meet the needs of local people



By:
Progress in 2003/04
Headline Targets

Year 1 - 2004/05
Annual Target

2005/6
Key Indicators to 2007


· DEFRA 1 and 2 funding has now enabled the kerbside collection schemes to be extended to all eligible residents.

· Further development of “bring sites” to accommodate addition materials has continued as well as the improvement of recycling facilities for low and medium rise flats.

· A bid has been developed for submission to DEFRA to allow introduction of green waste collection to an initial 15,000 households.

· The Local Public Service Agreement (LPSA) target (Target 7) to establish 21 multi- material sites for high raise flats was met 1 year ahead of target.
· Develop strategies to work towards the 2006/7 target of 80% level of satisfaction with waste recycling

· Establish recycling sites throughout the City and start converting them to multi-material recycling sites

· Implement a ‘Green Waste’ collection service

· Establish 21 multi-material recycling sites at high rise properties.  A programme to develop further  multi-material sites to  continue
· Develop strategies to work towards the 2006/7 target of 80% level of satisfaction with waste recycling

· All eligible high rise flats to have multi-material recycling sites


Improving the City’s highway and transportation network
· During adverse weather conditions, all defined routes were gritted within 3 hours of notification by the Met Office.
· To maintain effective Winter Gritting to prevent unnecessary road accidents and provide safer travel.
· To maintain effective Winter Gritting to prevent unnecessary road accidents and provide safer travel.
· By 2012, complete the implementation of the cycle route network, as defined in the Salford City Council Local Cycling Strategy (2003)

Enhancing Life IN Salford

We will ensure that Salford is a city that’s good to live in with a quality environment and decent, affordable homes which meet the needs of local people



By:
Progress in 2003/04
Headline Targets

Year 1 - 2004/05
Annual Target

2005/6
Key Indicators to 2007


· A business process re-engineering exercise has resulted in improved procedures for dealing with complaints.  In addition to this, highway inspectors and environmental co-ordinators now work extremely close together to focus on customer issues.
· To provide a single point of contact for customers wishing to access the services provided by:

· Environmental and Development Services – Street Scene 

· Development Services Directorate – Highways Service in accordance with Think Customer strategy

· Ensure that 100% of major new developments are within 400m of a high frequency public transport service


The Directorate, in addition to the key service objectives, will take a lead responsibility in the delivery of projects under the Think Customer Themes.  These responsibilities are detailed below:-

Theme 2 – A Safer Place for all to live IN Salford

Aspirations
Links to Community Plan Themes
Aims & Objectives
Collaborative Partners
Next Steps

· The provision of a one point of access to the Anti-Social Behaviour Referral process including the review of all associated “back-office procedures within the City Council and the organizational structure and location of those arrangements


· Promoting Inclusion

· Enhancing life

· Reducing crime


· Responding effectively to nuisance and disorder

· Tackling violent crime

· Reducing Vehicle crime

· Reducing burglary

· Effectively responding to hate crime

· Ensure consistency of approach and minimize duplication in how referrals are dealt with and working practices of the internal teams handling these referrals

· Greater use of the synergies that exist with both operational and strategic partners

· Allow for improved management information, crucial when reporting such key performance indicators as BVPI 174 and 175
· City Council

· New Prospect Housing Ltd

· Greater Manchester Police

· Fire

· Salford Primary Care Trust

· Criminal Justice and Probation Services

· Chamber of Commerce

· Youth Offending Team

· Drug Action Team


· Creation of Project Documentation (February, 2004)

· Analyse all current referral systems within each area

· Map out one integrated referral system, linking in all partners

· Produce final report and recommendations by April 2004

· Clear commitment given from client department to integrate services within the Call Centre (Implementation June 2004)

Theme 3 – Joining up access to bereavement services IN Salford

Aspirations
Links to Community Plan Themes
Aims & Objectives
Collaborative Partners
Next Steps

· Provision of a single point of contact to facilitate the prompt and effective delivery of all multiple agency services to those who are either anticipating or undergoing a bereavement


· Improving health

· Promoting Inclusion

· Enhancing life


· Develop the best possible customer care for the citizens of Salford based upon empowerment, prevention and where appropriate re-engineered services

· Provide a seamless integrated provision of care through the ease of access to bereavement services, delivered in a consistent manner for all agencies involved


· Salford NHS Primary Care Trust

· Hope Hospital

· Non-NHS service providers

· Citizens Advice Bureau

· Social Services

· Registrars

· Home Carers

· GPs

· Bereavement Services

· District Nurses


· Mapping out of multi-agency service provision around the death/bereavement scenario (end January 2004)

· Produce a high-level service design model to establish areas of service synergy, duplication and gaps as a basis for future joint working (February 2004)



Theme 5 – Improving access to applications for licence or permits IN Salford

Aspirations
Links to Community Plan Themes
Aims & Objectives
Collaborative Partners
Next Steps

Provide a single point of access for customers to obtain any type of license or permit for as broad a range of social, business or pleasure activity


· Promoting Inclusion

· Creating Prosperity

· Enhancing life

· Encouraging learning, leisure and creativity


· To pilot the provision of the following license applications:

· Blue Badges

· Bus Passes

· Free School Meals

· Work Permits

· Chaperones Licenses

Utilise the lessons learned from the pilot projects to facilitate the planning and future effective roll out of all Council wide license applications. 
· Environmental Services

· Social Services

· Education, Arts and Leisure

· Development Services

· GMPTE

· NHS

· Police


· Implement a single point of access to specific Licensing applications, as covered in the pilot projects, via the contact centre.  To allow for the provision of advice and the initial processing of applications by April 2004

· Implement on-line application forms via Salford City Council web site by April 2004



Theme 6 - Joining up Street Scene Services IN Salford

Aspirations
Links to Community Plan Themes
Aims & Objectives
Collaborative Partners
Next Steps

· To provide a single point of access for customers wishing to access the services provided by both

· Environmental and Development Services – Street Scene 

· Development Services Directorate – Highways Service first point of contact, and, in either case,

· To report faults, progress chase enquiries, complete transactions

· To establish collaborative working, both internal to the Council, and with external partners, to deliver more efficient and effective resolution of street scene issues, and multi agency shared enforcement


· Improving health

· Promoting Inclusion

· Creating Prosperity

· Enhancing life

· Reducing crime


· Establish a central point of contact that would allow customers improved access to the service

· Raise awareness within each directorate, and with relevant external partners, of Highways and Street Scene issues

· Identify service provision requirements both at the point of contact and operationally

· Improve the overall service that customers receive

· Provide standards and pledges of service which customers can expect

· Provide the ability and the capacity to enhance current enforcement provision on the street.

· Ensure that sufficient service level and control arrangements are built into the future JVC being facilitated by Development Services that will assure continuity of any future collaborative model

· Improve co-ordination between Utilities and Council operations

· Environment Agency

· United Utilities

· New Prospect Housing Ltd

· Local Contractors

· Future JVC


· Creation of Project Documentation following workshop with all key stakeholders (February, 2004)

· Detailed scope of BPR to be complete by April 2004

· Move forward with the clear commitment already given by Development Services to integrate services within the call centre

· Make maximum use of existing call centre protocols and procedures 

· Explore the potential for development of a street scene partnership with the Environment Agency. 

· Establish a framework for effective liaison for reporting and meeting community needs. This includes officers from Development Services training Environmental Co-ordinators in relation to available powers under Section 215 of the Town and Country Planning Act, with the ultimate aim of widening the enforcement resource.

Theme 6 - Joining up Street Scene Services IN Salford

Aspirations
Links to Community Plan Themes
Aims & Objectives
Collaborative Partners
Next Steps





· Implementation team established in terms of moving call handling, for Development Services, including Traffic and Transportation, into the corporate call centre, and completion well advanced. Environmental Services already located. Team are meeting weekly to review progress against plan in terms of call centre migration of service. Expected completion May 2004.

· Project Team to hold first workshop of all interested stakeholders during week commencing 19th April 2004 to:

· Undertake reciprocal training of Directorate Officers on street scene enforcement during April/May 2004

· Integrate NPHL Patch Officers into the street scene initiative during 2004 

· Determine expectations of the Community as regards the street scene service and develop pledges and standards, against which we will be measured, by June 2004

· Continue to undertake high profile partnership initiatives, with the Environment Agency, to deal with illegal fly tipping, and other environmental crimes, and secure maximum publicity, in terms of a deterrent (ongoing and to be expanded)

· Development Services to agree service standards with the Utilities, as regards street works, improve operational co-ordination, and improve communication channels between the Utilities, the Council, and Communities by July 2004

· Maintenance of the agreed collaborative working model following the establishment of the Development Services JVC



The Directorate has a major role to play in the delivery of key corporate objectives and these are applicable in each service and are detailed in the Service Level Business Plans

· Environmental Services will consider all implications of Neighbourhood Management and will contribute to this objective by:-
· Representation at working parties
· Evaluate the impact on Services
· Develop Business Planning and Performance Management concepts and frameworks for the process
· Develop IT systems and information in relation to the process
· Produce Customer Information, Pledges, standards and charter for each neighbourhood
· Salford City Council is fully committed to compliance with the Data Protection Act, 1998 and the Freedom of Information Act, 2000 and regards the lawful and correct treatment of information as very important and its successful operations and to maintaining confidence between the Council and those with whom it carries out business.  The Council and Environmental Services will therefore follow procedures, which aim to ensure that all employees, elected members, contractors, agents, consultants, and partners are fully aware of and abide by their duties and responsibilities under the Act.     
· Environmental Services is committed to contributing to the consultation and scrutiny elements within the Corporate Equalities Plan      

· Environmental Services is committed to developing equal access to services and to incorporating equality objectives within this business plan.                 

In addition to the key service objectives, the Environmental Services Management Team attended a two day strategy workshop to generate the strategic way forward for the directorate.  After analysing the external and internal factors, the current service and performance, the following strategic objectives were developed and these have been cascaded to all services to assist in the development of the service level objectives within each business plan:-


Directorate Strategic Way Forward

· Ensure the development and delivery of all objectives are aligned to the Community Plan, Pledges, Leaders Priorities, Cabinet Work Plan and meet statutory requirements 

· Develop and implement the Neighbourhood Management Strategy within the Directorate

· Ensure the Directorate is “Fit for the Future”

· Strive to be the Best in Class – continually measuring, challenging and improving the service delivered to our customers within agreed financial budgets

· Focus on the needs of the customer, both internal and external, by understanding and meeting their needs and expectations

· Develop effective working partnerships, both internal and external

· Integrate Performance Management techniques in order to develop a culture of continuous improvement and change, engaging all levels

· Develop and implement a Marketing Strategy which encompasses actively promoting the services delivered

· Deliver a HR Strategy which aligns to the Strategic Way Forward and encourages staff to contribute to the success of the Directorate

The implementation of the new business planning framework has enhanced the Directorates ability to ensure that corporate objectives are embedded throughout the organisation, to the point of personal appraisals

4.
Performance Improvement

Performance management within the Environmental Services Directorate will be undertaken within a corporate framework and will adhere to the following principles:

· Good performance emanates from a cultural perspective where innovation and creativity in service development and delivery is encouraged and supported at all levels.

· Continuous improvement is the fundamental responsibility of all managers whether this is part of a formal best value review or everyday management practice.  However, the whole workforce must also be afforded the opportunity to make an active contribution to continuous performance improvements, and this will be reflected mainly in the process improvement activity detailed below.

· A process approach to understanding service activities is essential and this must be supported by a structured continuous improvement methodology.  

· For example, the process map below represents the generic group of activities that the Business Consultancy Unit undertakes in the delivery of their aims and objectives.  This forms the bases of the continuous process improvement methodology within this service where:-

· Process boundaries will be challenged

· Process activity elements will be reviewed on a periodic basis

· Process metrics (measures such as performance indicators) will be developed to evaluate performance

· Processes re-engineered as necessary

· Clear performance improvements will be identified

Example of a process map:


· Effective performance management requires dynamic strategic and business planning methodologies where targets, priorities and objectives can be clearly derived, articulated and reported upon.  Directorate and service level business plans must therefore reflect dynamic in-year performance aspirations and achievements.  This will be measured on a monthly basis and an example of the report is attached as Appendix B.

· Recognition of good performance and a strategy of striving for national accreditation in areas like IiP, Charter Mark and ISO will deliver organisational priorities.
· Last, but not least, good performance means involving the whole workforce and relating corporate, directorate and divisional objectives to individual objectives.

Benefits

This approach will enable service level managers to fully identify the boundaries, inputs, outputs, customers and suppliers involved in their key processes.  More importantly, it provides a structured framework of analysis from which process inefficiencies can be readily identified and rectified.  This is the foundation for a continuous improvement approach to service delivery that embraces all the attributes of a best value review.  In addition,  it will greatly assist in service and activity  benchmarking as well as the development of output cost analysis.

5. 
Risk Management

Whilst analysing the services that the Directorate deliver, risks have been assessed and will be updated on a regular basis.  Actions to minimise the risk to the Service and Directorate are documented below and included in the service level business plan objectives.

Risk Management Risk Register

Environmental & Consumer Services Risks

Ref
Risk
Impact     (1-4)
Likelihood (1-4)
Total Risk
Mitigating Actions

ECS1
Poor Central Government perception of Salford.  LG seen more as problem than solution.
4
4
16
· Develop Marketing strategy

· Performance Management

· Effective consultation through Neighbourhood Management

ECS2
Operational political management.  Influence of Members on day-to-day operations.
3
4
12
· Maintain close consultation with members

· Re-prioritise workloads

· Time management and forward planning

· Contingency plan contained within Service Level Business Plans

ECS3
Poor accounting information and financial management.  Issues of centralised versus decentralised financial management.
4
3
12
· Develop local process map for financial/account management

· Review process steps and implement improvements

· Continue consultation with Central Finance

ECS4
Legal compliance by Authority eg. review safety policy.  Delays by LA may lead to exposure and criticism.
4
3
12
· Maintain knowledge of discussion within the industry and assess impact

· Communication

· Forward Planning

ECS5
Lack of strategic planning and prioritisation.
3
4
12
· Introduce new business planning framework

· Performance manage on a monthly basis

· Train and develop service managers

· Change culture of organization

Environmental & Consumer Services Risks

ECS6
Poor perception of LA impacts on issues; links to silo problem.
3
4
12
· Develop Marketing strategy

· Performance Management

· Effective consultation through Neighbourhood Management

· Communication

ECS7
Recruitment, retention and renewal.  Staff shortages in key areas.
3
3
9
· Generic Working

· Written Procedures

· Staff retention/prompt replacement or recruitment

· Training and Development

· Communication

· Recognition of Staff

ECS8
Many services delivered through external funding, which cannot be guaranteed.
3
3
9
· Focal Point for all external bids

· Training and Development in bid writing

· Dedicated resource to win/research new bids

ECS9
HR policies biased towards staff-side, leading to management difficulties and poor performance.  
3
3
9
· Review Conditions of Service

· Communications

· Job Evaluation

· Personal Development/Appraisals

ECS10
Staff safety may be compromised.  Increasing risk from organised crime.
3
3
9
· Security Increased

· Partnership working – GMP

· Development of sterile areas by fencing and reintroduction of cameras required

· Ensure regular Health & Safety Checks/Risk Assessments

· Educate Employees

ECS11
Failure to meet statutory targets; recycling; food service; reliance on partners.
3
3
9
· Performance manage on a monthly basis

· Continually Improve

· Training and Development

· Contingency Plan for re-active work 

ECS12
Silo working and general lack of corporate thinking.  Problem of overlap in structures and responsibilities.
3
3
9
· Communication

· Attend corporate working groups

· Leadership development programme

· Training and Development

6. Consultation

Utilising customer information is essential in running a successful business or service.  What we know about our customers/service users, and how we use that knowledge helps to shape the public perception of our service and its value to the community we serve.

The Directorate assess the service it delivers to its customer by asking the following:-

· Does it meet the needs of the service user?

· Does it meet statutory and service requirements in a way that is understood by the service user?

· Could the service be run in a more efficient or effective way?

· Is the Service committed to continuous improvement?

· Are the staff committed to the development and improvement of a customer based service?

Environmental Services will carry out quarterly comprehensive customer satisfaction surveys which cover all its services throughout 2004/5.  

Information from the surveys will be collated and individual comments will be actioned appropriately.  The Customer Satisfaction trends will be analysed as part of the business planning process and any areas for improvement will be included in the Service Level objectives. 

Detailed in Appendix C is a copy of the Consultation Matrix for the Directorate.  This Matrix details all consultation which is planned by each Service of the Directorate.
7.
Resources

In order to discharge its functions efficiently and effectively, Environmental Services has been structured into the following service units:-

SERVICE AREA
NUMBER OF STAFF
BASE BUDGET 2004/2005





Executive
2
186780

Business and Customer Support Services
36
165080

Bereavement Services
22
167250

Public Protection Management and Admin
14
16820

Commercial Services (includes Public Health)
17
1064190

Pollution Control
15
544419

Consumer Advice and Protection
12
666717

Parks and Countryside
24
561506

Refuse Collection/Street Cleansing
115
4884314

Commercial Contracts/Recycling
6
765160

Vehicle Management and Maintenance
40
3784559

Outdoor Services
135
5337080

TOTAL
438
18143875

* Certain service costs are offset by income derived through their activities.  The resources analysis will be improved during the year to align to the Service Level Business Plans as the output cost data is determined for each service.

Property

The effective utilisation of property is key in assisting the delivery of Best Value in service delivery.  The Directorate operates from two main establishments, Crompton House and Turnpike House, Cemetery Offices, plus smaller depots e.g. Chestnut Avenue and Buile Hill.  The property portfolio is completed by smaller satellite mess room facilities.   Also, the Directorate now has responsibility for the management and maintenance of 11 Soccer Changing Rooms and 19 Bowling/Veterans Pavilions.

The current property portfolio is considered at best adequate for the delivery of services, and Service Managers review this position on a periodic basis.

Cabin Work Plan 2004-2005  
Executive Summary







Appendix A

Work Plan Theme
Service Plan Activities/Targets 2004-05
Pledge
Achievements

Making services better reflect the needs of the people of Salford
· Deliver  the Waste Disposal Strategy
7
· Progress is being made towards environmental targets.  The strategy is going to plan


· Establish Recycling Sites throughout the City and start converting them to multi-material recycling sites
7
· The Local Public Service Agreement (LPSA) target (Target 7) to establish 21 multi- material sites for high raise flats was met 1 year ahead of target.


· Implement a ‘Green’ Waste collection service
7
· A bid has been developed for submission to DEFRA to allow introduction of green waste collection to an initial 15,000 households.


· Development of Open Spaces and Parks Strategy
3
· Draft strategy developed – awaits review and approval


· Implement Grounds Maintenance Best Value Review Improvement Plan
7
· Implementation Plan went to Cabinet in March.  Launch new initiatives June 1st 2004


· Develop and Implement litter and refuse enforcement
7
· 16 Litter fixed penalties have been issued to date


· Deliver 4 out of the 7 Think Customer Themes – Anti-Social Behaviour, Bereavement, Licences/Permits and Street Scene
1, 2, 7
· All teams are developing reports in readiness for the 100 day deadline


· Provide an easy accessible point of contact for those anticipating or undergoing a bereavement to access all services
1
· A working group has been set up and is working on the proposal report


· Provide a quality and responsive Public Protection Service
1 & 2
· Achieved 100% score against a check list of Environmental Health and Trading Standards Best Practice


· Ensure the cleanliness of the City is maintained to a high standard
7
· 98% of streets are cleaned every 3 weeks 



Increasing Member and public participation


· Carry out quarterly comprehensive customer satisfaction surveys/questionnaires
7
· 7 Customer Satisfaction Surveys sent out


· Hold monthly consultative group  forums – 250 group meetings a year
7
· 2 Consultative Forums held to date


· Promote, market and deliver educational programmes and promotional events to minimise litter dropping and recycling throughout the City

7
· Advertorials place in Salford Advertiser.  Salford Pride initiative continues with educational programmes in schools

Work Plan Theme
Service Plan Activities/Targets 2004-05


Pledge
Achievements

Raising the profile of the  city  


· Improve image and profile of the City’s open spaces
3
Recent Spring bulb planting undertaken and new initiative being developed to seek additional funding for more bulbs


· Hold Environmental Services Open Day to promote the services delivered and raise the profile of the Directorate
7
Project Team Established.  Event to be 14th July 2004


· Develop and implement a Marketing Strategy which encompasses actively promoting the services delivered
7
Marketing Intelligence System being developed for the Directorate


· Continue proactive media management approach
7
Directorate has liaised with the Salford Advertiser regarding Litter and dog fouling name and shame campaign

Neighbourhood Management


· Ensure representation from Directorate on all working parties
7
Directorate Working Party set up to ensure successful implementation


· Evaluate the impact of Neighbourhood Management on all services
7
Working Party will forward any impacts to relevant Service Managers


· Deliver Think Customer Theme Projects to support Neighbourhood Management e.g. Street Scene


7
A business process re-engineering exercise has resulted in improved procedures for dealing with complaints.  In addition to this, highway inspectors and environmental co-ordinators now work extremely close together to focus on customer issues.

Service Plan
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Environmental Services Vision


“Protecting & Improving the Environment In Salford”





Cabinet Work Plan


Service Improvement


Improve member and public participation


Improve image


Neighbourhood Management





Council Mission


“To create the best quality of life for the people of Salford”.
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