1. INTRODUCTION

This report aims to set out the progress made regarding the implementation of the service to school service improvement action plan as a result of the Best Value Review of Services to Schools.

2. 
CONTEXT

A total of 86 recommendations were produced and incorporated in to the services to schools service improvement plan.  The recommendations covered the following areas: 

14 
Thematic

  8 
General

17 Governor Services

 16 
Catering

  7 
School Building Cleaning

  8 
Relief Care-taking

  8 
Property Services

  8 
Grounds Maintenance

This report details the progress made so far in achieving the recommendations.

3.
PROGRESS
3.1. Achievements to Date

A total of 38 recommendations have now been achieved and progress of each of the areas listed in section 2 above are summarised in the following paragraphs.  

A full updated Service improvement plan is appended.  Progress made since the last report is in italics.

3.2. Thematic 

14 recommendations were made in the service improvement plan of which six were to implement the service specific recommendations.  Of the remaining eight recommendations, six have been achieved and two are ongoing.

The ongoing recommendations are to:

· implement the brokerage option – a broker has been appointed, services for inclusion within the remit of the broker have been determined and work is progressing to supply the broker with the information required.

· continue to develop the services to schools group - this group continues to work to improve services and the composition of the group is to be re- examined to ensure that all of the services to be included in the brokerage are represented.

3.3. General Service Improvements

Eight general service improvement recommendations were made in the service improvement plan of which two have been achieved. All other recommendations are on target.

Progress made since the last report

· All services have reviewed their service standards and revised and refined where necessary.

· All services, as part of the service planning process, which is part of the corporate performance management framework, have reviewed their local performance indicators. 

3.4
Governor Services

17 recommendations were made in the service improvement plan for this service of which six have been achieved.  One recommendation has had its timescale deferred so that the results of another best value review can be taken into account and another four have had timescales reset, due to other emerging priorities.  The rest are on target.

Progress since the last report

· A web site has been established

· Information Technology has been upgraded, software installed and staff have received training.  

· Formal written quotations are now obtained when purchasing external consultants

· Work is continuing on the costs of the service and development of performance indicators

3.5 School Catering Service

16 recommendations for this service were made in the service improvement plan, of which 15 have been achieved.  The remaining recommendation - process-mapping activity to refine and improve processes - is ongoing.

Progress since the last review

· DFES has made it clear to head teachers their responsibilities regarding school kitchens.

· SMART card technology will not be pursued due to costs.

· Cabinet have authorised the retention of surplus capital for reinvestment within the service.

· Service improvements have taken place in the schools where premises have allowed and schools have co-operated, resulting in children being served within timescales and with choices still available at the end of the lunch period.

3.6
Building Cleaning Service

Seven recommendations for this service were made in the service improvement plan, of which four have been achieved and three are ongoing.  

The ongoing recommendations are:

· work on continuing to develop comparable performance indicators with neighbours

· dealing with the issues raised through the staff consultation 

· increasing buyback

3.7
Relief Care-taking Service

Eight recommendations for this service were made as part of the service improvement plan, one of which has been achieved.  Four of recommendations have had the timescales revised.  All ongoing recommendations are on target.

Progress since the last report.

· Some work has been undertaken to review and recalculate overheads and costings.  

· A questionnaire has been designed to facilitate formal evaluation of the service

· Initial discussions with personnel have taken place.  However further discussion is needed in view of job evaluation

· Initial enquiries have been established regarding partnership working with New Prospect Housing.

3.8
Property Services

Eight recommendations were made for this service as part of the service improvement plan, of which four have been achieved.



Progress since the last report

No progress report have been received from property services

3.9
Grounds Maintenance
Eight recommendations for this service were made as part of the service improvement plan, of which one of which has been achieved.  

Progress since the last report

No progress report has been received from Grounds Maintenance.  However, there is currently a full best value review of grounds maintenance underway and the finding and recommendations of the Services to Schools Review has been incorporated into the full review.

4.  
SUMMARY

Progress is being made on the thematic and general service improvements and services are making progress towards the achievement of the plan and within stated timescales.  However, some timescales have been reset due to emerging service issues.

Appendix 1

Service Improvement Plan

Progress

	THEMATIC ISSUES

	No 
	Recommendation
	Outcomes with success criteria 
	Progress
	Timescale

	R1
	That a brokerage be established to maintain and enhance an “open market” that enables further choice to be available to schools in the procurement of services
	A brokerage service is established that meets user requirements
	The Broker has been appointed and work is ongoing to set up the brokerage
	April 2004

	R2
	That there is further development of the Services to School Directory to include all services available to schools from within the LEA
	Directory updates and distributed
	The Services to Schools Directory has been updated and distributed to all schools to enable them to easily locate and contact services. Positive feedback has been received from schools.
	Achieved

	R3
	That there is continuous maintenance and development of the Services to Schools Group (Head teacher Group) with a view to promoting effective communication, developing procurement skills, and raising awareness within schools
	
	The group is on going and feedback is positive
	Ongoing

	R4
	That there is continuous maintenance and development of the Services Level Agreement Group (Service Manager’s Group) with a view to ensuring that internal services are focussed on school needs, and that there is continuous improvement in service delivery
	Continuous improvement in service delivery achieved
	The Services to Schools Group (Head teacher group) and the Service Level Agreement group have both been established and are ongoing.  Feedback from members of the group have indicated that they find the groups useful and evidence, through the minutes of the meetings, document changes and improvements to services implemented as a result of discussions.
	Achieved

	R5
	That the service level agreement documentation be reviewed and improved to ensure clarity and consistency of approach
	SLA Documentation standardised 
	Service Level Agreement documentation has been standardised, brought into line to follow the same time periods, now has service standards included, and costings and prices have been made clearer.
	Achieved


	R6
	That a sustained mechanism and programme of investment be developed in respect of the services within the review to enable their portfolios to be developed to enable them to compete effectively with other providers
	An investment strategy to be developed, approved and implemented
	This has been agreed by cabinet and should be implemented for 2003 /2004 
	Achieved

	R7
	That consideration be given to the means by which the central costs borne by the services encompassed within this review and which are passed on to customers through the Service Level Agreements are distributed
	A review of central costs and re-charges ins undertaken
	This has been achieved and costs are now easily identified 
	Achieved

	R8
	THAT a review be undertaken of the present staffing structures of Building Cleaning, and School Catering to enable a capability to deal satisfactorily with the Attendance Management Policy, sickness and financial monitoring and staffing implications, to include the possibility of establishing a ‘joint facility
	Economies of scale achieved

Attendance management policy implemented and achieved a reduction in sickness levels is achieved

Establishment of a separate relief caretaking service
	The School Catering and Cleaning functions merged to provide more flexibility and has achieved economies of scale, and a relief care-taking service was established as a separate service.
	Achieved



	R9
	Building Cleaning

THAT the City Council continues to be a provider with continuing development of localised specifications and with some improvements being made to the service as detailed in the Issues Action Plan
	Implementation of the Issues Action Plan
	We are currently operating on a 1-year roll over contract as part of the initial CCT contract that was awarded in 1999 for a three-year period and 3 one-year roll over periods.
	Ongoing

	R10
	School Catering

THAT the City Council continues to operate as a provider of this 

Service, with some improvements being made to the services as 

detailed in the Issues Action Plan
	Implementation of the Issues Action Plan
	Implemented but no guarantee that the Authority will continue to provide the service in its current form
	Ongoing


	R11
	Grounds Maintenance

THAT the City Council continues to operate as a provider of this

Service, with some improvements being made to the services as 

detailed in the Issues Action Plan
	Implementation of the Issues Action Plan
	
	Ongoing

	R12
	Property Services

THAT the City Council continues to operate as a provider of this

Service, with some improvements being made to the services as 

detailed in the Issues Action Plan
	Implementation of the Issues Action Plan
	
	Ongoing

	R13
	Governor Services

THAT the City Council continues to operate as a provider of this

Service, with some improvements being made to the services as 

detailed in the Issues Action Plan
	Implementation of the Issues Action Plan
	
	Ongoing

	R14
	THAT the review of ICT support to schools be continued as part of the corporate review of ICT encompassed within the review of Corporate Support Services which is currently being undertaken.
	Outcomes of Corporate Support Services review implemented
	
	Ongoing


	GENERAL SERVICE ACTIONS

	Ref No
	Actions
	Outcomes with success criteria 
	Progress
	Timescale

	A1
	Bring SLAs into line to follow both financial and schools years.
	SLAs follow same format and period
	All SLAs now follow the same format and time period
	Achieved

	A2
	Establish clear pricing / charging mechanisms, within SLA to ensure clarity and certainty around value for money.
	Prices and standards documented in SLA
	All SLAs have pricing mechanisms


	Achieved

	A3
	Develop clear service standards so users can be sure of what to expect
	Service standards documented
	A briefing session on service standards was held for all service managers. Services have reviewed their standards and work is now ongoing to “fine tune “ the standards. 
	June 2003

	A4
	Develop meaningful performance indicators for each service so that performance can be consistently measured, monitored and compared with other authorities
	Performance indicators documented for each service, reviewed annually, and results published
	A briefing session was held on Performance Management for Service Managers.  Services, within the Education and Leisure Directorate, have reviewed their performance indicators as part of the service planning process.  Further quality assurance work is ongoing.
	June 2003

	A5
	Implement planned and co-ordinated consultation, developing and using a variety of means and methods, and involving all stakeholders.
	Meaningful consultation which drives improvements for the all stakeholders
	
	Ongoing

	A6
	Services to take an active role in developing benchmarking with external providers and other authorities to secure meaningful information
	Comparisons with other authorities can be made
	
	Ongoing

	A7
	Each service to critically examine processes and identify alternative ways of doing things to secure continuous improvement
	Continuous service improvement evidence from services and feedback from stakeholders
	
	Ongoing


	A8
	Help schools to become mature and confident purchasers
	Procurement happens in line with council policy and schools are confident they are receiving Best Value
	
	Next SLA


	GOVERNOR SERVICES

	Ref No
	Actions
	Outcomes with success criteria 
	Progress
	Timescales

	AA9
	Strategically review the roles of Minute Officer, Clerk, and Link Officer to establish/re-affirm the necessity for the role and clarify to all stakeholders and implementing any action from the review.
	Redefined roles with performance measures
	Possibility of major implications emanating from the IAS best value review which would negate any work undertaken at this stage.
	Sept 2003

	A10
	Devise a marketing strategy to promote the services offered and improve the profile of Governor Services 
	Marketing strategy devised and implemented.

Take up / non take up trends identified
	Under review – linked to Training Needs analysis.

Web site established and live.


	August 2003

	AA11
	Devise a consultation strategy to formally consult with and elicit feedback from stakeholders to ensure that services are appropriate to individual school needs and are of the required quality standard and so that non-take up can be examined, monitored and addressed.
	Strategy in place and consultations taking place, the results of which show satisfaction with quality.
	Slippage owing to other priorities.
	August 2003



	A12
	Develop meaningful and customer focused performance indicators to monitor the performance of the service, and provide a foundation for continuous improvement
	Comprehensive customer focused performance indicators set


	Slippage owing to other priorities.
	August 2003



	A13
	Continue to develop joint working and partnerships with the private sector, the diocese, and other authorities to improve the service to schools and ensure Best Value.
	Effective partnerships and joint working in place

Satisfaction and feedback from stakeholders
	
	Ongoing


	A14
	Review the roles and staffing structure within Governor Services, in particular the dual role of the Training Officer and Officer Manager, to ensure that there are sufficient skilled staff to deliver the service, deal with new demands and develop the service.
	Staff in post 

A staff development programme in   place.

Performance Indicators being met
	The staffing structure has been reviewed and staff have received appropriate training.  This has resulted in greater efficiency of the team and performance indicators are being met.
	Achieved



	A15
	Continue to monitor sickness levels to identify tends and reduce to an acceptable level
	Staff sickness reduced
	The attendance management policy was implemented which has resulted in a reduction of staff absence due to sickness.
	Achieved

	A16
	Continue to work on developing the service by utilising IT developments to improve service delivery by streamlining processes and improving the way information is disseminated to and collected from schools.
	A reduction in the length of time taken to distribute and receive documents achieved

A steady increase in the transfer of work to e-based methods
	Development Plan to be devised for improved use of EMS.

Upgrade of EMS taken place together with associated training.

Upgrade of PCs completed as a temporary measure. Replacement PCs on order.
	Ongoing



	A17
	Research the potential demand for extra provision of the clerking and minuting service over and above the SLAs 
	Research completed, and if appropriate a strategy put in place to deal with any extra demand. 
	
	August 2004


	A18
	Develop a strategic and structured approach to training provision to reduce course cancellations and ensure the required training takes place when needed and to the required, and make best use of resources to ensure value for money: 


	Correct procurement procedures applied

Performance standards for trainers and presenters devised, implemented and monitored. 

TNA and training plan produced prior to SLA 

Reduction in the number of training courses cancelled

Equality of access to training venues checklist devised and implemented
	Formal written quotations now received from independent external providers.

Progressing
Slippage due to priorities in other areas

Monitoring of the training delivered by governor services now takes place and is reported back to governors via the training brochure

An “equality of access to training venues checklist” has been devised and implemented.  This ensures that all participants are able to access training regardless of any personal circumstance and adheres to best practice around equality, access and inclusion. 
	Achieved

April 2003

Aug 2003

April 2004

Achieved

Achieved

	A19
	Process map tasks to improve efficiency and effectiveness by introducing measures to streamline processes where possible.
	· Mapping completed

· Written procedures in place

· Streamlined systems and processes
	
	 Ongoing



	A20
	Develop a transparent pricing structure that reflects the true costs of the service
	SLAs contain transparent and true costings
	Some work has taken place regarding overheads and re-organisation of cost centres.
	July 2003

	A21
	Need to develop comparative data /benchmarking processes


	Meaningful comparative data and benchmarking data available that Schools and governing bodies find useful and help governor services team to continually improve
	
	On-going


	A22
	Review how information is provided to Governors.


	-Governors aware of information available 

-Glossary of terms developed

-Information updates included in clerking role

-Newsletter reviewed and replaced with bought in publication
	A review of how information is provided to governors was undertaken and a glossary of terms developed to aid understanding of educational jargon, a newsletter has been brought in to keep governors updated with developments, both of which have been welcomed and have received positive feedback therefore the subscription has been renewed for 2003/04.

Personal computers have been upgraded and revised Education Management System modules have been put in place which has enabled more electronic communication.
	Achieved



	A23
	Provide appropriate Governor training.
	Take up of training and feedback from stakeholders.
	
	Nov 2003

	A24
	Devise a strategy to increase the number of LEA and ethnic minority governors


	A reduction in the number of LEA Governor vacancies 

Number of ethnic minority governors is representative of the local population of Salford
	The LEA Governor Recruitment plan has been put in place and included, as part of the December 2002 recruitment drive throughout the city council, an increase in applications. A partnership between Salford and Trafford being has been formed which aims to increase ethnic minority recruitment.


	Achieved

Oct 2004

	A25
	Hold Link Officer briefing during term time and make them more interactive
	Positive feedback from Link Officers and evidence of term time schedule
	All meetings are held in term time


	Achieved


	SCHool Catering Service

	Ref No
	Actions
	Outcomes with success criteria 
	Progress
	Timescale

	AA26
	Address the issues raised by internal Audit
	Issues addressed to Audits standards
	
	Achieved

	AA27
	A strategic approach to consultation, on a site-specific basis, be developed, and which uses innovative and appropriate methods for each stakeholder group and provides a mechanism for service improvement and feedback to stakeholders.
	Consultation with stakeholders takes place at least annually


	
	Achieved and ongoing

	AA28
	Investigate reasons why children do not take up the service. 
	Appropriate strategies devised to increase take up 
	Web site now encourages pupils to tell us 
	Achieved and On-going

	AA29
	Develop the appropriate software systems and secure the resource needed to enable data from each site to be analysed.
	Analysis takes place and leads to service improvements
	
	Achieved

	A30
	Develop a mechanism to feedback on the performance of the School Catering Service to schools and staff
	Schools and Staff receive feedback


	Software systems have been devised and implemented to monitor performance by site and to share good practice and problem solve, this can be evidenced through team meetings.
	Achieved



	A31
	Improve sickness absence monitoring and address recruitment and retention issues.
	A reduction in sickness levels

Turnover rates reduced
	A reduction in sickness absence in the catering and cleaning service, from between 7 and 15% to confirmed figure of 5.5%, through the implementation of the attendance management policy and an IT tracking system.
	Achieved

Achieved

	A32
	Devise quality systems to ensure that quality standards for cooks and catering teams are in place and staff training takes place at the appropriate time.


	Formalised training procedures in place

Length of time waiting to access a course reduced

Achievement of IIP award
	Quality systems have been devised and implemented which led to formalised training taking place, the length of time on the waiting list to access a course reduced, and the achievement of the IIP award.


	Achieved



	AA33
	Review and define the roles and responsibilities around kitchen premises so that all stakeholders are clear. 
	Documented roles and responsibilities exist. 


	DFES has now made this clear to all head teachers
	Achieved

	AA34
	Investigate the introduction of Smart cards to increase take-up, minimise the stigma of free school meals, give greater choice and flexibility
	Report produced
	Far to costly this will not be achieved
	Jan 2003

	A35
	Review branding and image of service
	New branding /image launched
	A new web site for the School Catering and Cleaning Service is due to be launched in March 2003.
	Achieved

	AA36
	Restructure the catering and cleaning service to achieve economies of scale
	Economies of scale achieved
	
	Achieved

	AA37
	Establish protocols on staff cover and standards of performance in lie with corporate policies.

	Documented protocols
	
	Achieved

	A38
	Process map systems to streamline where possible and convert to e-based systems where possible 
	Process mapping completed, processes improved and e-systems in place
	
	On-going

	A39
	Review Performance Indicators to ensure that they are meaningful
	Review completed and performance indicators revised appropriate
	
	Achieved


	AA40
	Secure investment in the service to enable refurbishment of dining areas.
	Report on investment required produced
	Cabinet have authorised the retention of surplus capital for reinvestment within the services 
	 Achieved

	AA41
	Investigate other service delivery options – cash sales, sales to packed lunch children, and options to reduce queuing in dining rooms e.g. staggered lunch times, multi service points
	An increase in turnover achieved and all children served within PI timescales with choices still available at the end of the period
	This has been achieved were the premises has allowed. In other schools that do not wish to change the length of the mealtime we have been unable to improve the service. 
	Achieved


	Building Cleaning Service

	Ref No
Ref No
	Actions
	Outcomes with success criteria 
	
	Timescale

	A43
	Package customised, well documented, clear and transparent SLA contracts for individual schools to accommodate specific needs.
	Positive feedback from purchasers
	
	Achieved

	A44
	Implement a marketing strategy in conjunction with other services to schools
	Retention of buyback rates and / or increase in take up
	
	Ongoing

	A45
	Deal with all of the issues raised through the staff consultation
	Positive feedback form staff and stakeholders
	
	On-going

	A47
	Develop local Performance indicators to help to manage the service 
	Performance indicators implemented
	
	Achieved

	A46
	Continue to work with the ABCD group to develop comparable Performance Indicators
	Comparable Performance Indicators produced
	This group is still operating and is ongoing
	Ongoing

	A48
	Reduce the amount of staff sickness by monitoring and improve recruitment and retention of staff
	Electronic system implemented and sickness absence levels significantly reduced

Turnover of staff reduced
	A reduction in sickness absence in the catering and cleaning service, from between 7 and 15% to confirmed figure of 5.5%, through the implementation of the attendance management policy and an IT tracking system.
	Achieved

Achieved


	A49
	Restructure the catering and cleaning service to achieve economies of scale
	Economies of scale achieved
	
	Achieved


	RELIEF CARETAKING SERVICE

	Ref No
	Actions
	Outcomes with success criteria 
	
	Timescales

	A50
	Review the break-even figure and costings to establish whether the SLAs reflect true and transparent costs
	Costings reviewed and re-calculated costs included in next SLA contract
	Some work undertaken with overheads and the re-arrangement of cost centres.
	August 2003

	A51
	Need to formally consult with relief caretakers.
	Evidence of at least annual formal consultation taking place
	Questionnaire in process of production to capture staff comments & observations
	June 2003

	A52
	Need to develop meaningful performance measures.
	A set of meaningful performance indicators documented
	
	June 2003

	A53
	Need to ensure that the SLAs are flexible enough to meet the needs of the schools
	Feedback from purchasers
	
	August 2004

	A54
	Address, through Personnel, employment issues around relief caretakers undertaking the duties of higher graded staff.
	Establishment and application of correct employment procedures to ensure compliance with legislation and locally agreed issues.
	Initial discussions held with Personnel.    Need clarification regarding the possible impact of “Job Evaluation”             
	March 2004

	A55
	Investigate the reasons for non-take up of the SLA
	Reasons established and an action plan to improve put in place
	
	April 2004



	A56
	Investigate partnership working with other caretaking teams within the authority
	Evidence of rigorous investigation at a strategic level
	Initial enquiries ongoing with Development Services and New Prospect Housing.
	June 2003

	A57
	Develop and issue a protocol for schools that do not buy into the service and then later in the year want to buy hours.
	Protocol published and adhered to 
	A protocol to deal with requests from people who do not buy into the SLA has been developed and implemented and has freed up time to service the SLAs in place.
	Achieved


	PROPERTY SERVICES

	Ref No
	Actions
	Outcomes with success criteria 
	Progress
	Timescales

	A58
	Take action to deal with the issues arising out of the Asset Management Plan and the Re-thinking Construction report
	Issues dealt with
	
	On-going

	A59
	Review and evaluate the effectiveness of guidance to schools and revise as appropriate to aid clarity and understanding
	Satisfied user feedback 
	Property Service guidance to schools has been revised and customer satisfaction rates improved which can be evidenced through customer satisfaction documentation.
	Achieved

	A60
	Review how contracts are packaged to ensure that they are suitable for the customers needs
	Positive Feedback from Schools and increased take-up of SLA
	
	April 2003

	A61
	Further develop consultation to ensure that the service meets the needs of schools and that service improvements are made
	Consultation strategy implemented
	
	April 2003

	A62
	Develop new meaningful outcome focussed performance indicators 
	An increase in outcome focused performance indicators
	
	April 2003

	A63
	Address the It service improvements identified by staff
	- New IT, software installed

- Training scheduled
	New IT software has been installed, and training for staff has been implemented which has enabled staff to be more effective and continue to develop professionally
	Achieved

Achieved

	A64
	Re-establish regular team meetings
	Regular staff meetings re-instated
	Regular team meetings are taking place
	Achieved

	A65
	Ensure that all staff have the necessary equipment to carry out tasks
	Audit of equipment required and purchase of required equipment as appropriate
	Equipment has been purchased
	Achieved


	GROUNDS MAINTENANCE

	Ref No
	Actions
	Outcomes with success criteria 
	Progress
	Timescales

	A66
	Clarify, and where necessary re-package SLAs and Work programmes with schools to ensure that they fully understand
	Schools have a greater understanding of what is included in SLA
	
	Next SLA

	A67
	Undertake further consultation to uncover why schools are dissatisfied and implement a strategy to increase satisfaction
	Strategy devised and an increase in satisfaction achieved.
	
	June 2003

	A68
	Produce transparent costings
	Costings are transparent to users
	
	March 2003

	A69
	Improve communications with customers and drive up the level of customer service provided
	Communication strategies in place to deal with day to day liaison and complaints 
	
	March 2003

	A70
	Review invoicing procedures
	Correct invoices issued on a timely basis
	Invoice procedures reviewed and improved which has led to a decrease in the number of incorrectly issued invoices and invoicing is now done on a timely basis.
	Achieved

	A71
	Develop customer focused performance indicators
	Performance indicators developed and baseline information gathered
	
	March 2003

	A72
	Review the co-ordination of works and procedures to ensure a joined up service and that customers are fully aware of work completed
	Revised procedures in place and positive customer feedback.
	
	On-going

	A73
	Consider the feasibility of a schools specific Grounds Maintenance Team to improve the service
	Report with recommendations produced
	
	On-going


