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TITLE : 

CORPORATE SERVICES SERVICE PLAN 2003/04



– HALF YEARLY PERFORMANCE REPORT


RECOMMENDATIONS : 

Members are requested to note the contents of this report, and their comments / questions are welcomed.


EXECUTIVE SUMMARY :

 
This report presents information on performance against the 2003/04 Service Plan, for the period from April 2003 – October, 2003


BACKGROUND DOCUMENTS : 

Service Plan 2003/04 together with Business Plans for all services within Corporate Services.  (Available for public inspection)


ASSESSMENT OF RISK
N/A
SOURCE OF FUNDING
N/A

LEGAL ADVICE OBTAINED 
N/A

FINANCIAL ADVICE OBTAINED
N/A

CONTACT OFFICER : 

Andy Roberts, Senior Best Value and Performance Review Officer, Corporate Services Directorate. Tel: 0161 793 2531, email: andy.roberts@salford.gov.uk


WARD(S) TO WHICH REPORT RELATE(S): N/A


KEY COUNCIL POLICIES: 
N/A



1.
DETAILS

The purpose of this report is to give Members a summary of our half-year performance against Service Plan targets for 2003/04 together with an indication of any areas where we have had difficulties in making progress and our intended actions in that regard.


2.
PERFORMANCE DURING 2003/04

The Corporate Services service plan set the agenda for a challenging year ahead. 

The Directorate has produced detailed business plans for every single area of work including plans about how we can maintain and exceed on current performance levels.

What follows are a few brief highlights from what is developing into an exciting and successful year.  

The following table summarises our current performance for 2003/04:-

PERFORMANCE REVIEW OF CORPORATE SERVICES DIRECTORATE 2003/2004 SERVICE PLAN

Key objectives for the Directorate
	Key Objectives
	Achievements / Comments

	Law and Administration

· To achieve LEXCEL accreditation specifically for Legal Services by March, 2004

	LEXCEL accreditation has not been progressed, as the application is dependent on the implementation of a suitable performance management system. This is currently being addressed by the introduction of the “Caseman” system that is now in the process of being installed with staff training planned to take place imminently.  



	· To pilot an all postal local election and to evaluate the results by March 2004


	Salford electors’ cast their vote by post at this year’s elections held on 1st May. For the first time, all Salford’s 158,000 eligible voters were able to fill in their ballot papers in their own home, and mail them back to the Civic Centre. The overall turnout for the City was 40.7 % representing an increase of over 15% on the previous local election.



	· To implement the recommendations of the review of democratic services by March 2004


	The majority of the review team’s recommendations have now been implemented. This involved the merger of member related services into one unit and a realignment of the duties of Committee Administration staff. A Member Information service is also now being provided.



	· To carry out a best value review of Registrars of Births, Deaths and Marriages to commence from September 2003 and be completed by March 2004


	The first meeting of the review team took place on 25th September.  A draft scoping report has been agreed and a work programme is being put together.  It is envisaged that the Visioning Challenge session will now take place in December.



	· To undertake a management review of the support services unit taking into account customer requirements and the need to redefine roles and responsibilities within the team, by March 2004


	The review is still on-going and customers are being consulted about the service they require from the team. Some improvements have already been implemented however with e.g. much improved performance within the postal collection and delivery service. 



	· To further develop close working relationships with Messrs Cobbetts (Solicitors) by March 2004
	Working relationships are continuing to develop with most recently, advice being provided on the formation and structure of Salford Community Leisure Ltd by Messrs Cobbetts. The advice and service received has attracted commendations from elected members.



	· To further increase the number of Anti social behaviour orders by March 2004

Contributing directly to making Salford a safer place (Pledge :“A Safer Salford”)


	The Crime and Disorder team have successfully obtained anti social behaviour orders (ASBO’s) in 34 cases up to the start of October 2003. This compares to a total of 9 ASBO’s granted for the same period last year. In addition there are 38 actions planned and 56 cases where warnings have been issued. 



	· To roll out access to the “Solar” on-line agenda and minutes system to communities by March 2004


	All Council agenda and reports are now accessible on the Solar system. In addition, members of the public have access to minutes and agenda via the Council’s internet site, which is six months ahead of target.



	· Replacement of Debtco/Caseman/Saltime systems with a Legal practice information system by August 2003

	The replacement “Caseman” system has now been purchased and is currently in the process of implementation. 



	Finance

· Preparation of the Statement of Accounts for 2002/03 by 31st July 2003


	Statement of Accounts produced by 31st July 2003. Statement signed 18th August 2003 following some presentational changes. Approved by Accounts Committee 1st September 2003



	· Implementation of a corporate risk management strategy by March 2004


	Risk Workshops now completed for all Directorates and Risk Registers compiled.  Outputs to be reported to Cabinet, Directors and Audit Committee on a quarterly basis.  Next report to Cabinet 25th November.



	· Implementation of new cash and bank reconciliation processes to facilitate complete monthly reconciliations by March 2004


	PARIS cash receipting and reconciliation system live from 24th March 2003. Additional configuration and reports commissioned from supplier. Monthly reconciliations completed from June 2003 onwards



	· Implementation of employee portal incorporating employee self-service transactions for all Corporate Services staff by March 2004


	Development of a prototype employee portal linked to SAP transactions completed and tested. Limited pilot testing undertaken successfully. Rollout project plan being developed. Is likely to require additional hardware capacity. Options for this are being considered



	· Ensuring that all payroll-related year end forms and reports relating to tax, national insurance and pensions are issued in advance of the due dates by March 2004


	All payroll returns for income tax and pensions were issued by the due dates to employees, Inland Revenue, Teachers Pensions Scheme and Local Government Pensions scheme



	· Undertaking a review of purchasing process in SAP including the development of an e-procurement pilot by September 2003

	Current purchasing processes reviewed and business case for improvement developed. E-procurement pilot with Lyreco developed and tested. Due to go live December 2003



	· Implementation of the SAP multiple employment function for all employees with more than one job with the City Council by September 2003


	In progress. Final testing of multiple employment function being undertaken to ensure correct calculation of pay, deductions etc. Implementation delayed due to work on Salford Community Leisure. Anticipated go-live early 2004



	· Further development of management reports from SAP in consultation with service managers by September 2003

	Additional reports developed and made available on SAP following workshops. Further training of service managers undertaken. The potential for using crystal reports to provide Finance and HR reports to managers is currently being tested



	· Salford is part of a partnership of 5 local authorities working with the Office of the Deputy Prime Minister to plan and implement the new Customer Relationship Management (CRM) Academy (a national centre of excellence on the management of customers’ requirements).  It is a national project aiming to disseminate best practice on customer and business relationship management within local authorities by March 2004.

	Agreed change management products have now been developed in conjunction with Manchester Business School in accordance with the specifications.  These are now being trialed in various councils throughout the country as part of the agreed proof of concept process.  The final delivery of the products is expected in January 2004.  The blue print for the academy is currently being devised in conjunction with the District Audit Service and will be produced by January 2004, which will then inform the national Board regarding long-term proposals for the academy.



	· We anticipate that we will deliver over 70% of all transactions capable of being delivered electronically, by March 2004

	Target for 2003/04 is 73.40%. Current performance is 57% and it is envisaged that the target for the year may be exceeded and it is anticipated that 100% enablement will be achieved by December 2004.  Data is now being maintained more effectively with the recruitment of a corporate resource to ensure data is kept up to date

	· Implement and deploy web content management by March 2004

	The Web content management solution has been implemented and the Salford Web Site has been re-designed with significant amounts of new content already added.  Remaining phase on the project includes the creation of any content that is not already on and the roll out of the facilities to enable production of service information to Directorates 

	· Implement community information system accessed via Internet by March 2004


With clear linkages to the “Stronger Communities” pledge


	A project initiation document has been produced, which sets out the proposed scope of the intended work. The project is currently on hold due to extensive work on the corporate web site.  Scheduled to recommence December 2003

	· Develop the authority’s local land and property gazetteer by March 2004


	Salford’s draft LLPG will be obtained in November 2003.  Resources are in place to have the gazetteer maintained, linked and updating to the National Land and Property Gazetteer regularly by the end of 2003

	· Initiate E-Enablement of:
Applications for services
Regulation interactions  
Paying for goods and services by March 2004


	Project initiation documents and plans have been created, Project Managers are in place, business process re-engineering analysis is being performed within Directorates.  Progress is being monitored very closely and it may be necessary to extend completion dates

	· Establish a centre of excellence for Project management and Prince 2 methodology by March 2004


	A discussion paper has been produced and circulated for comment regarding the formation of a Project Management Academy and discussions are underway with Personnel Services to agree a way forward.

	Customer Services

· Further rollout of council services within the Customer Contact Centre over the next 5 years, with particular emphasis on provision of a customer contact service for New Prospect Housing Limited by March 2004. This target is closely aligned to the “Quality homes for all “ pledge in that it will deliver more efficient and effective access to housing services.


	New requests for services to be integrated within the Call Centre have been received, but lack of space continues to be an issue. The need for integrating services on one site is becoming essential. The NPHL arm of the Call Centre went live on 14th May 2003, and results continue to be encouraging and are in line with targets set by NPHL. Customer satisfaction levels increased to 95% during August. The target response time is to answer 70% of incoming calls within 30 seconds, and the actual performance achieved for September was 73%.

	· Development of a community information repository by March 2004


With clear linkages to the “Stronger Communities” pledge


	Community Web site now up and running and can be linked using the indexing site Salford Speaks.

	· Provision of Council Tax and Benefits advice services throughout the authority's libraries network by March 2004


	From 17/11/03 four libraries in Salford will be able to take receipt of benefit claim forms and supporting documentation but this service will only initially be provided for Housing Association tenants and the tenants of Accredited Landlords. VF training has been provided to the library staff at Broughton, Heights, Irlam and Cadishead libraries.

There will be a gradual roll out to the other library locations over the next few months. This will provide additional locations for customers to take their forms and documents to save them the need to visit the Civic Centre.

	· Further rollout of home-working in Salford Direct - having received a grant of £150k from the Government to facilitate this by March 2004


	40% complete - We are gradually rolling-out homeworking over the year and have seen significant benefits as a result e.g.: reduced absenteeism, better outputs and better PI performance. There are a number of unexpected benefits being achieved as well - with staff reporting greater involvement in their local communities as a positive spin -off from working at home. A report on the findings of this pilot study will be produced at the end of the year in line with the Government's conditions of making the grant available.

	· To commission a new Council Tax and Benefits IT system by March 2004 and to implement the system by October 2004.

	20% complete - Site visits have been undertaken to other authorities that have a variety of such IT systems, and preferred systems have been narrowed down to three. We are still working on the specification of the required system and drawing together the business benefits to be realized by working with a procurement specialist. A user group has also been involved in this work on building a specification.



	IT Net

· Develop, test, pilot and roll out Enterprise XP solution by March 2004

	Business plan being produced and budget status to be determined.  Initial consultation underway with Directorates and on-going communication is taking place to ensure a greater understanding of the project before any pilot commences.

	· Converge windows server applications onto enterprise servers by March 2004


	This is an on-going project where applications are required that can utilize the enterprise servers that provide the converged platform. This has been completed for all existing applications.

	· Continue convergence of systems - voice, video and data network by March 2004


	This is an on-going project and a video pilot within schools is currently being evaluated.

	· Continue expansion of web hosting and ISP facilities for community groups and public bodies by March 2004

Contributing directly to the “Stronger Communities” pledge

	On-going project whereby capacity is constantly being reviewed to assess requirements for e.g. Lowry Centre is provided with ISP facilities and web hosting functionality.

	· Single asset and inventory management system for the Councils ICT equipment, software and services by March 2004


	The upgrade to the help desk system has been ordered and a consolidation exercise is to be completed by the target date.

	· Implement replacement licensing system by March 2004


	Project has not yet commenced.

	· Establish closer customer contact with site visits and improved customer satisfaction monitoring by March 2004


	Monthly meetings with customer liaison officers have now been established. Monitoring of customer satisfaction has also been assisted via the help desk modules. Additionally, the SOCITM benchmarking study will provide independent user satisfaction comparisons.

	Business Plans

To produce business plans for the Directorate BY June 2003
	This target was achieved. All sections within the Directorate have current business plans and these will be reviewed and updated as part of next year’s service planning process. Plans are also accessible via the Directorate’s intranet site.



	Risk Management

To develop the corporate risk management framework during 2003/04


	Risk Workshops now completed for all Directorates and Risk Registers compiled.  Outputs to be reported to Cabinet, Directors and Audit Committee on a quarterly basis.  Next report to Cabinet 25th November.

Risk Toolkit / guidelines prepared but not widely circulated at present.  Intend to make available on Intranet.

Corporate Risk Management Group established and has had two quarterly meetings to date.  Next meeting scheduled for 18th December.

	Market consultation

The Directorate committed itself to investigate whether establishing a strategic partnership with an external provider (or providers) could lead to taking advantage of business synergies and help us deliver both corporate aims and objectives as well as operational improvements.

Target dates for this exercise were:

Advertisement - Placed in March 2003

Evaluation of responses and options appraisal - May/June 2003

Decision on how to proceed - July 2003
Possible procurement begins - September 2003


	In accordance with the timetable, market consultation was carried out with a number of major potential partners. The conclusions from the detailed discussions and assessment of the different models, were that at this point in time, a large multi service type partnership would not be in the City Council’s best interests. The project board did however recognise that there were benefits to be had from a partnership approach with “Niche” suppliers. 

In a number of areas across the Directorate existing partnerships are being developed and new ones are now being planned.

	Investors in People (IIP)

To seek IIP accreditation across a number of service areas within the Directorate by March 2004


	Customer Services and Law and Administration are working towards achievement of IIP by 1st April. Documentation is being assembled in readiness for a submission.

	Service level agreements
Service level agreements with all customer Directorates to be agreed by July 2003


	2003/04 – Roger Bell has met representatives from each Directorate to discuss the nature and content of the SLA. A variety of queries were raised which have all been answered although it is fair to say that in certain areas reservations or action points to be addressed in future years remain

2004/05 – Discussions began in October with Directorate representatives about the framing of the SLA for the year starting on 1st April next. The reservations and action points previously highlighted are being taken into account in the process

“External” – In addition to the handling of SLAs for the provision of services to other Directorates of the City Council, work has continued on the provision of services to external organisations, namely, Greater Manchester Police Authority, New Prospect Housing and (from 1st October) Salford Community Leisure



	NHS LIFT
Work within the NHS Lift scheme which includes a range of partners from Salford Local Strategic Partnership to develop and deliver new customer service outlets throughout Salford by 2004.

Determine extent of involvement in the LIFT initiative with partners by March 2004

This objective has linkages to all of our pledges but in particular to the “Clean and healthy city” pledge.


	Service design is ongoing with attention currently being directed towards “Life Events” and “Critical Pathways” work. In the meantime the Counter Services team continue to explore what areas of joint working can be tested in the current outlet.

	Document management

To facilitate the extension of document imaging and management across significant areas of the City Council by March 2004


	This project is ongoing, and work has been done to identify which areas across the Directorates might benefit from early implementation of the document imaging / management system.

	E-Government

To be the driving force in reaching the E-Government target and provide 100% of transactions electronically by 2005


	Target for 2003/04 is 73.40% current performance is 57% and it is envisaged that the target for the year may be exceeded and it is anticipated that 100% enablement will be achieved by December 2004.  Data is now being maintained more effectively with the recruitment of a corporate resource to ensure data is kept up to date.

	Equalities
The Council has a duty to assess all its functions and policies for their relevance to the promotion of race equality. Corporate Services produce an annual action plan listing key tasks, which will enable the Directorate to comply with the requirements of the legislation.

In addition, the Council has undertaken to obtain Levels 1 and 2 of the Equality Standard for Local Government by 2004. A Corporate Equalities Plan (CEP) has been produced as a key stage in the process of achieving Level 2 and this document outlines how the Council intends to deal with all equality issues. These include rights and opportunities in respect of disabilities, race, gender, age, sexuality and religion/belief. Corporate Services are making steady progress towards attaining the Level 2 standard in accordance with the CEP.
	Two Assistant Directors attended a recent training session on the Disability Discrimination Act and will be able to stimulate planning for action, which requires to be taken in 2004 in line with the Act.

Two officers have undertaken training on new electronic, self-assessment workbooks, which are being rolled out on a corporate basis.  Initial completion of the workbooks is to be undertaken by the end of November 2003 and this will give a clear indication of progress towards achieving level 2 of the Equalities Standard for Local Government.

The first periods of monitoring customers by ethnic and religious groups has now been undertaken within Licensing and Registration of Births, Deaths and Marriages.

A comprehensive report is being prepared for the Senior Management Group reviewing the steps to be taken in response to a variety of equalities legislation

Authority has been obtained for the appointment of an Assistant Director (Procurement).  The postholder will help to ensure that full account is taken of race and other equalities issues in the field of procurement.  This will include reference to the Commission for Racial Equality’s recently published guide on "Race Equality and Procurement in Local Government".

	Consultation

The Directorate intends to embark on a number of service specific consultation exercises throughout the year, which are more particularly identified in mini business plans. Of particular significance however are:

Continuation of the City-wide Budget consultation

Strategic Partnership consultation with internal and external customers as well as staff, elected members and partners.

User satisfaction surveys in Benefits and the IT help desk and other areas.


	Budget consultation process for 2004/05 developed in partnership with Community Pride. Events to be held in November 2003 and January 2004.

The Benefits user satisfaction survey has just concluded the first window of the survey. Questionnaires are now being input and the information for the first window will be analysed in December 2003

Strategic partnership consultation was extensive. Staff were kept up to date by regular newsletters and team leader forum feedback. Members were kept updated through reports to Project Board, Q and P, Cabinet and full council. Customers were involved through feedback to Directors team. There was also extensive consultation with the market as part of the options appraisal process.


3.
CONCLUSION

This report presents a synopsis of our half yearly performance for 2003/04 and the main challenges facing the Directorate for the remainder of the year. As mentioned, more detailed service specific targets can be found within the individual business plans for each service unit. Elected members will be able to access these detailed plans by visiting the Directorate’s intranet site or by contacting the Strategic Development Team.

4.
RECOMMENDATION

Members’ comments and questions are welcomed.

Alan Westwood

Director of Corporate Services
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