APPENDIX B

SERVICE PROFILES

SERVICE PROFILES – KEY FACTS - Governor Services
Brief Description of Service

Governor Services is located within the Resources Division in the Education and Leisure Directorate.  The main purpose of the service is to support, advise and train school governors and schools on governance issues.  

Governor Services provides a number of statutory and non-statutory services. The statutory duties are:

· To consider draft instruments of government submitted by governing bodies of all maintained schools and, with any necessary modifications, approve them;

· To review the composition of governing bodies of schools;

· To make arrangements for the appointment of parent and teacher governors and to appoint governors where the LEA has a duty to do so;

· To provide the required information to governors, free of charge, and to provide the training for governors the LEA thinks necessary.
Service level agreements are in place for the following parts of the service:

· Minuting

· Clerking

· Training

· Advice

SLA activity (excluding training) accounts for 33% of service time



Staffing

The Service is staffed by a the Governor Services Team supported by staff from the LEA.

· Governor Services Team - 6 (4.6 FTE with 1 funded from standards fund).

1 x PO4 – Head of Service – Principal Support Services Manager

1 x PO1 – Governor Services Officer – externally funded

4 x Sc5 – Administrative Officers comprising of 1FT, 1Term time only, 1FT job share = 2.6 FTE

1x Sc 1-2 - Clerical Assistant

· Link Officers – 51 drawn from LEA staff of PO grade who attend Governing Body meetings as representatives of the LEA. The role of the Link Officer is to provide a link between the LEA and Governing Body: raising LEA issues, expressing the LEA viewpoint and picking up issues arising from the meeting and feeding back to the LEA. Each Link Officer is allocated specific schools. This ensures continuity and builds relationships with schools. 
· Minute Officers – 14 volunteers who are drawn from staff employed in the LEA.  Their role is to take the minutes of the meeting. Each Minute Officer services a number of schools.

Performance Information

Service Level Agreement take-up (%)

(average across all schools)
97/98
98/99
99/00
00/01

Minuting
59
59
60
77

Clerking
n/a
n/a
n/a
84

Training
98
98
98
80

Other PIs

Attendances at training courses 
395
580
511
651

LEA Governor vacancy levels (%)
11
15
11
10.2

Training courses cancelled
16
17
27
19

Financial Information


1997/98
1998/99
1999/00
2000/01

Budgeted expenditure – (£k) 
76.2 
84
111.3
103

Actual expenditure – Governor Services (£k)
73.2
76.4
£80 approx
92.24

Budgeted income – Governor Training (£k)
19.7
31.3
19.7
19.6

Actual income – Governor Training (£k)
19.7
28.6
19.7
19.6

Key Issues Facing the Service

· Changing and emerging legislation - Increase in responsibility and accountability for governors

· New DFES initiatives  and impact of Fair Funding

· The issue of surplus schools places and the strategy to deal with this is something that will affect the service, as there may be fewer schools and therefore a shrinking user base

· Many schools do not have access to e-communication which means everything is sent by hard copy.  The continuing development of an IT strategy to develop IT within schools will impact on the way that Governor Services operates.

· Lack of mature market for the package of services provided by Governor Services

· OFSTED Action Plan targets to bring down the number of LEA governor vacancies, and give governors more information 

· SLAs creating high demand, leading to tension with the team’s strategic role and staffing issues

· Extra Criminal records checks have been incorporated into the role of Governor Services 



Key findings from internal audits and external assessments/audits/research

· Support to the governing body – high levels of satisfaction expressed by schools

· Governor Training – considered to be ‘of good quality’ – the real problem seen as the ability/willingness of governors to benefit from what is offered

· OFSTED report on its inspection of the LEA – January 2000 

Strengths: ‘Governors are generally well supported by the LEA’

                                 ‘Over 93% of schools buy into the governor training SLA which reflects the                     flexibility, range and overall good quality of training provided’

                                 ‘Governors feel well informed’

                                 ‘The minuting service ‘is effective and appreciated by schools’

                                 ‘Re, Link Officer role as clerk to the governing body: ‘ schools and governors                      value this role highly’

Areas for Action: ‘Governors do not, as yet, receive all the information available on their school’s effectiveness.

                                           ‘LEA governor vacancies have declined….but the number is still too high….’

· The level of governor training has fallen from 98% to 80% due to the schools not training governors rather than the training not meeting needs.  The training is not, to the knowledge of Governor Services, purchased from elsewhere.  However, the number of attendances has risen, therefore it can be concluded that these schools who have SLAs are accessing more training than previous years.



SERVICE PROFILES – KEY FACTS – School Catering Service

 Brief Description of Service 

The main purpose of the service is to satisfy the statutory obligation to provide a meals service for those pupils entitled to free schools meals and to paying customers on request.

The core business is concerned with the provision of a lunchtime catering service for both free and paying pupils.  The core service is provided through three SLAs:

· School Catering Service

· Catering Equipment: Repairs and Maintenance (delegated budget given back to the catering service)

· Catering Premises: Repairs and Maintenance

There is a 100% buy back for all SLAs.
Other services provided are catering for other times during the day (eg breakfast, morning break), functions, vending, and special dietary requirements, and are available on request.

 Staffing

There are 687 staff employed in the schools catering service who comprise of:

Catering Manager - 1 - Full time

Area Supervisors - 5  - 27-30 hours per supervisor

Cook Supervisors – 106 - 25-37 hours per week
Catering Assistants – 494 – Part-time

Casual Staff – 81 used as relief

Performance Information 


1996/97
1997/98
1998/99
1999/00
2000/01

Total number of meals served (millions)
3.24
3.63
3.23
3.23
3.45

Total uptake (as % of pupils on roll)
50
53
50
49
56

Selling price of a meal – primary cafeteria (£)
1.10
1.10
1.14
1.18
1.30

Total number of kitchen staff hours (p.a.)
10400
10200
10000
9552
8970

% buy back of service
100%
100%
100%
100%
100%

Head-teacher satisfaction on a scale of 0 – poor to 4 - excellent
2.6
2.8
2.7
3.00
3.1

Staff Sickness Absence Rate 
6.2
6.38
6.33
7.08
6.43

Staff Turnover %
9
9.75
11
8
7.3

N.B. The staff turnover rate in 98/99 increased as changes to hours were implemented

Financial Information


1996/97
1997/98
1998/99
1999/00
2000/01

Total income (£m)
3.99
4.53
4.23
4.43
4.5

Food cost (as % of income)
35.3
33.7
35.1
35.5
35.2

Kitchen labour cost (as % of income)
43.7
42.7
44.3
46.1
45.7

Trading surplus (as % of income)
7.1
6.9
5.4
2.6
2.9

Contract subsidy (%)
20
15
7.5
Nil
NIL

N.B. The subsidy was taken off school meals in 99/00

Key Issues facing the service

· Future SLA buy back levels

· Future investment strategy in the service – many kitchen facilities, many of which are in a poor state.

· Fair funding

· Nutritional Standards
· Competition for business from contractors
· The higher than average number of surplus places
· Changing demographics – reducing number of pupils in Salford and local area differences in surplus/under provision of places


Key findings from internal audits and external assessments/audits/research

· Out of 10 Northwest LEAs within the CIFA family group Salford has the highest take up of both free and paid school meals.

· There is a consistent trend of satisfaction from Head-teachers which has shown a steady increase over the last 6 years

· Salford has the highest Schools Kitchen repair budget out of 15 Cifa Statistical neighbours

· There has historically been a lack of investment in the service which causes a difficulty in ensuring that premises meet minimum requirements

· Catering Subsidies have been withdrawn in Salford

· Information is available to users on the service and service standards, but not on performance

· The School Catering Service has a responsive approach and actively works at continuous improvement

· The service works with schools to provide a service to meet their budget restrictions

· Communication with members has not taken place

· There are mechanisms in place, through Area Supervisors, who facilitate the exchange of good practice through dissemination and shadowing opportunities.  Good practice is also shared through the staff bulletin, LASC meetings, and through hthe NW Catering Forum.

· There is good on-going consultation and feedback routes

· The reasons for non-take up have not been explored.

· Linkages with partners/ cross working initiatives are not documented.

· Staff turnover is not a significant problem given the norms for the industry.  The reasons for leaving tend to be for more money and better benefits.

· Sickness absenteeism not a significant problem, however the management could be improved.

· Provision to part-time nursery pupils has not been addressed

· There is a well established rolling training programme, however staff wait a long time for basic training.

· The overlap of roles and responsibilities around kitchen premises causes conflict. 

· The service is able to respond flexibly and divert equipment and resources as appropriate to other sites. If the service cannot fulfil its hours at a school – they receive a refund.  This appears to be unique to Salford. 

· Staff receive compensation if their hours are reduced.  This appears to be unique to Salford.



SERVICE PROFILES – KEY FACTS – Building Cleaning 
 Brief description of service

The provision of a cleaning service across the city to schools (107), and non-education establishments (131).  

The services provided to schools, through an SLA, are:

· Cleaning, which includes daily planned cleaning, summer shut down cleans, special cleans, and deep cleans

· an emergency response cleaning service for fire flood and vandalism as a contract variation



Staffing

Cleaning Manager PO2

Area supervisors x 6 Scale 3 – part-time 27.5 – 32 hours per week

Senior Cleaners x 4 SCP5

Cleaners x 340 SCP3 (schools)

Plus casual and relief staff

Performance Information


1996/97
1997/98
1998/99
1999/00
00/01

Level of SLA buy back
100%
100%
100%
100%
97.2%

Sickness absence
Not available
Not available
8.2%
10.1%
6.4%

Staff Turnover
Not available
Not available
16%
13%
7%

Annual hours
188,922
197,955
230,352
228,299
198,029

Financial Information


1996/97
1997/98
1998/99
1999/00
00/01

Income (£ million)

1.63
1.65
1.62
1.51

Direct labour 

(as % of income)
76.2
79.3
79.3
81.5
85.2

Overheads 

(as % of income)
13.6
9.9
12
16.3
11.3

Trading surplus 

(as % of income)
5.6
6.6
4.4
2.2
3.4

Key Issues Facing the Service

· Fair Funding

· Mature market place

· Surplus school places

· Ability to be price competitive

· Administrative resources


Key findings from internal audits and external assessments/audits/research

OFSTED report on its inspection of the LEA – January 2000:

‘Contract management and /or client support for cleaning’ was rated by primary schools at between 2 and 3 on a scale of 1 to 5, where 1 is ‘very good’ and 5 is ‘very poor’.  In secondary schools, the rating given was between 3 and 4.


SERVICE PROFILES – KEY FACTS – Relief Caretaking

Brief description of service

Provision of a relief caretaking service to schools, through an insurance type scheme, to provide up to 222 hours cover per year in the event of sickness and holidays.

Number of staff

1 Caretaking and Transport Officer - SO1

8 permanent relief Caretakers Scale point 7 

Performance Information


1999/00
2000/01

Number of Secondary schools buying into the SLA
4

(29% buy back)
4

Number of Primary schools buying into the SLA
59 

(70% buy back)
59

% of service requests met
100%
100%

NB. There was not a separate SLA for relief caretaking prior to 99/00

Financial Information


1997/98
1998/99
1999/00
2000/01

Budgeted expenditure (£k)
207
201
64
64

Actual expenditure £k)
199
155
64
Not finalised

Variance (£K)
8
46
Nil
Not finalised

N.B.   Pre 99/00, the budget covered all types of caretaker.  From 1999/00, the budget relates to relief school caretakers only

           Figure for 00/01 have still not been finalised

Key Issues facing the service

· Location of the service in the directorate: Merged with the Building Cleaning Service in September 00.  Taken out of the Building Cleaning Service in September 01 and relocated to within Support Services.

· Closure of schools through surplus places issues could affect the existing service if any schools covered by the SLA are earmarked for closure.

· Relocation of the Key-holding Service is now at the part of the key-holding service based at the civic centre

Key findings from external assessments/audits/research 

In a survey of schools undertaken during November and December 99/00 indicated that 50% of those responding rated the caretaking service as ‘very good’ or ‘excellent’.

SERVICE PROFILES – KEY FACTS – Property Services
Brief Description of Service

Property Services deals exclusively with the LEA, being the single point of contact for all education building, land and property management issues including maintenance and repair.

The purpose of the service is to provide assistance to schools in the maintenance of building stock, to maintain up-to-date information on the stock and to prioritise bids for funding.

The main services provided include:

· Response to Insurance and Reinstatement Works Following Fire, Floods etc

· Obtaining Quotations to Provide ‘Best Value’

· Compliance With Planning/Building Regulations, Health & Safety policies, Construction Design and Management Regulations

· Utilisation of ‘Approved Contractors’

· Contractual/Technical advice on Building Issues

· Compilation and Submission of Various Available ‘Bids’ eg New Deal for Schools etc
· Project Management and Contract Administration from Inception to Completion

· responses to emergency calls arising from fire etc., 

· surveys and specifications; provision of contractual and technical advice; contract administration,

· the production of asset management plans,

· The arrangement of work on behalf of schools

In addition to the above services there are 2 SLAs for:

· Service Contract

· Testing of fixed and electrical installations

No of staff

20 FTE staff including 17 professional and 1 admin and 1 P/T. Comprised of:

1 PO 5 : Head of Service, 2 Senior Building Surveyors, 8 Building Surveyors, 1 Senior M&E Surveyor, 3 M&E Surveyors (1 P/T), 1 AMP Co-ordinator, 3 AMP Officers, 1 Admin

Performance Information


1997/98
1998/99
1999/00
2000/01

No of orders for responsive repairs
2078
1443
1323
1128 

No of orders for programmed repairs

870
901
925

 No of orders for new Deal for Schools

125
75
18

No of orders for capital works


188
112

% of projects which started on site as per agreed programme
100%
100%
100%
100%

Number /cost of claims paid out for loss and expense from delay or disruption received in the financial year
NIL
NIL
NIL
NIL

% of agreed final accounts which vary from the tender sum by less that 5%
100%
100%
100%
100%

% of urgent repair requests dealt with on the same working day if received by 2.00 p.m. or the next working day if received after 2.00 p.m. for building services
100%
100%
100%
100%

% of urgent repair requests dealt with on the same working day if received by 2.00 p.m. or the next working day if received after 2.00 p.m. for services repairs
100%
100%
100%
100%

% of non-urgent repair requests processed within 10 working days for building services
100%
100%
100%
100%

% of non-urgent repair requests processed within 10 working days for services repairs
100%
100%
100%
100%

No of written customer complaints received
NIL
NIL
NIL
NIL

Level of SLA buy-back  - Service contract 


100%
100%

Level of SLA buy-back  - Electrical Testing 


98%
98%

Financial Information


1997/98
1998/99
1999/00
2000/01

Funding raised
£478,468
£1,619,928
£1,322,117
£2,739,337

Minor works expenditure
£494,681
£943,897
£521,059
£954,151

Key Issues Facing the Service

· Post OFSTED Action Plan

· Level of investment in the service

· Development of consultation methods

· The challenge of comparison of performance with other providers 

· Fair funding

· Rethinking construction – a best value approach to procurement

· PFI

· Partnering

· Joint Review

· Primary Review



Key findings from internal audits and external assessment

B Willcock consultancy report of August 1998 based upon a number of head teacher focus groups found that in terms of building maintenance hardly any supportive views were expressed.  There is a lot of concern about a lack of standards and an inability or unwillingness to exercise proper quality control over contractors.  One head said that on occasion she had been asked to ‘sign-off’ jobs that had not been completed satisfactorily by contractors.  Described by one group as the weakest of all the authority’s services.  NB comments from Property Services Management “Following this report the Development Services Director established with the Assistant Director of Support Services within Education and Leisure that none of the concerns raised by head teachers related to the work of the Property Services Team.”

The OFSTED inspection reporting in January 2000 identified the following issues with Property Management:-

‘The history of poor stewardship has had a serious impact on schools.  There are substantial problems with the condition of many school buildings.  Past levels of investment in building maintenance have been inadequate.  Poor quality information on building condition has meant that investment has not been effectively prioritised.  The process for setting priorities has not, in the past, been sufficiently transparent and has not been based on adequate consultation with schools.  The slowness to grasp surplus places issues has meant that some past investment has been wasted.  The principles of effective asset management have only recently started to be implemented.’

The Property Services Management responded ‘Property Services have identified these issues to senior management, committees, the City Treasurer and schools and can therefore only provide a service within the available resources.’

SERVICE PROFILES – KEY FACTS – Ground Maintenance – Schools

 Brief description of service

Outdoor Services within the Environmental Services Directorate provides a wide range of horticultural and general maintenance activities to educational establishments on an annual basis which include arboriculture, artificial surfaces, bulb planting, landscape furniture, grassland, hedges, soft landscape, vegetation control, sports pitches, shrubbery, rose and annual beds. 

Number of Staff

11 Supervisory staff

157 manual employees 

Staff are not dedicated to schools only but provide services to all directorates across the city.



Performance Information


1997/98
1998/99
1999/00
2000/01

SLA take up


83%


Profit/loss by contract





Surplus per employee





Sales per employee





Rate of return on capital employed





Productive hours





Overhead support ratios





Machine performance





Financial Information













Key findings from internal audits and external assessments

A consultancy report produced in 1998, based upon focus groups of headteachers found that ‘most rate the service as less than satisfactory, and some describe it as poor.  One group considered the service to schools to have deteriorated in recent years’.  Ratings were a mix of 3s and 4s, with more 4s (where 1 expressed satisfaction and 4 signifies dissatisfaction with performance).

Key issues facing the service

The Outdoor Services Manager has identified the key issues as:-

· High demand and high profile service brought about by greater expectations from users.  Flexibility of service requested is not always possible due to resource limitations.

· Best Value will result in greater consultation with users leading to greater expectations.

· Ability to develop more modern service by increased mechanisation relies heavily on additional funding.


