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CORPORATE SERVICES



SERVICE PLAN 2002/03 - PERFORMANCE REPORT


      
SERVICE PLANS FOR 2003/04


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 2002/03 Service Plan, and provides an overview of our plans for 2003/04.


BACKGROUND DOCUMENTS : 

Service Plan 2002/03, Service Plan 2003/04, Business Plans for all services within Corporate Services 2003/04.  (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 : 

Allison Lobley, Strategy Development Team Manager, Corporate Services Directorate. Tel: 0161 793 3171, email: allison.lobley@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 twofold:

(a) to give Members a summary of our achievements against our Service Plans for 2002/03, and also an indication of any areas where we have had difficulties in making progress and our intended actions in that regard, and

(b) to give Members an overview of the main areas of work we are embarking upon during 2003/04 which are shown in our current Service Plan.


2.
PERFORMANCE DURING 2002/03


Last year saw the Directorate embark upon an ambitious and wide ranging programme of improvements where every single service put forward ideas as to how we might build upon previous success and provide an even better service to both internal and external customers. 


Here are just a few examples of our major achievements of last year.  

· in Salford Direct we saw external validation of the Benefits service with a 4 star CPA inspection rating as well as the award of Charter mark accreditation; 

· in Law and Administration, a successful partnership with an external firm of solicitors was established;  

· in Finance a 3 year revenue strategy and a 5 year capital strategy have been produced and are being implemented;  

· Salford Advance have been successful with their bid to establish a national CRM Academy and Customer Services’ productivity and customer satisfaction levels are continuously high.  

These are just a few brief highlights from what has been an exciting and highly successful year.  The following table summarises our performance for 2002/03:-

	Key Objectives
	Achievements / Comments

	STRATEGIC PERFORMANCE IMPROVEMENT PLANS

Established as a result of the strategic review of Support Services during 2001/02.  As can be seen from the information that follows many of the targets have been achieved and best practice introduced via the plans are now established throughout the Directorate.  For 2003/04, we have further developed the strategic and operational improvement plans by producing  business plans for each service area, this was recognised as good practice by the CPA inspection team

SERVICE LEVEL AGREEMENTS AND SERVICE STANDARDS

· Re-instigate negotiations with customer directorates to determine the level of services required, based upon actual need
PERFORMANCE MANAGEMENT AND BENCHMARKING

· To increase the frequency with which performance is monitored in order to take action to rectify any areas which are performing poorly as soon as possible
· Each service area to undertake process benchmarking, with results being developed into actions to feed into the following year's service planning process
CONSULTATION & COMMUNICATION

· Develop an annual consultation plan and customer satisfaction index including feedback and dialogue with other directorates

· Annual / Bi-annual customer satisfaction index

· Develop service specifications

· More effective use of the councils Intranet site

· Re-launch of grapevine within the Directorate 

· All service areas to have team meetings on at least a monthly basis

· All members of staff to be appraised by 31st December each year

· Biennial staff satisfaction survey to be conducted

INNOVATION & PARTNERSHIP

· Continue the co-ordinated roll out of the customer contact strategy in accordance with the 5 year plan
· Work in collaboration with national, regional and sub-regional groups to develop and influence E-Government policy and lever Local Government online funds to maximise potential for delivering Electronic Service delivery
· Legal Services partnership – draw up specification, invite to tender, evaluate and monitor contract
· Explore potential for partnerships across the Directorate
· Develop a corporate business case for tele-working
· Engage in further soft market testing with alternative providers / potential partners for service improvements
STAFF DEVELOPMENT & MANAGEMENT

· Job descriptions, person specifications and selection procedures to be reviewed for all future team leader appointments

· Streamline recruitment procedures, widen the range of applicants by use of for eg. job fairs and consider potential for establishing a recruitment pool for temporary jobs

· Team leaders to receive training in recruitment and selection

· Review staff turnover and the requirement for retention schemes

· Sickness reports to be produced for senior managers

· Attendance management policy procedures documents published on Intranet and team leaders to implement

· Rolling programme of staff training to be compiled each year

· Quarterly newsletters to be issued to staff about developments in the Directorate

· Implement delegated budget management and develop guidelines for publication on the Intranet

· Further development of the SAP system
CHANGE MANAGEMENT

· Devise a methodology for successful change management
· Produce a discussion document putting forward proposals to strengthen the roles of senior and middle managers
· Finalise the development of a project management tool (Salford’s version of Prince 2) as part of the change management process
· Adopt standardised BPR methods, tools and techniques and strengthen BPR skills
· Implementation of the benefits verification framework
Undertake a fundamental review of support to democratic services
	· A document establishing guiding principles in the production of SLA’s was approved by Directors Team and Cabinet with a view to establishing ground rules for the operation of delegated budgets for SLA's from 2003/04 and resurrecting the SLA process.  SLA's have been prepared and issued to directorates for 2003/04.  We aim to have reached agreement on them by July 2003.

· Roger Bell has been nominated as Corporate Services account manager and is in continuous dialogue with directorates concerning SLA’s

· Operational Performance Improvement Plans have been monitored electronically with quarterly reporting on actual performance. 

· Strategic Performance Improvement Plans and management PI's are monitored and reported on a quarterly basis to senior managers and many of the targets have now been integrated into our working practices 

· Best value performance indicators are reported quarterly via pro formas to senior managers and Q & P Scrutiny Committee

· ALL performance on an exception basis is reported quarterly to Directors. Performance briefings with the Chief Executive / Leader of the Council / Lead Member for Corporate Services and the Director of Corporate Services take place on a quarterly basis

· Corporate Services and Housing have been piloting the new electronic system for monitoring performance throughout the City Council (SPIN)   

· Ongoing as part of Best Value Reviews / Strategic partnering initiative

· Variable success as benchmarking information is very difficult to obtain for some service areas

· Reports have been produced on the latest Best Value review findings to provide information on current best practice

· Annual consultation plan included in the 2002/03 Service Plan as a rolling programme.  There has been no hard evidence that consultation has been better co-ordinated during 2002/03 as a result of the plan and this will need to be followed up by senior management group for 2003/04

· The introduction of Roger Bell as the main customer contact relating to SLA’s has helped someway towards achieving the target

· It is suggested that on reflection, the requirement to construct a Corporate Services customer satisfaction index may be unnecessarily bureaucratic. The need to continue to monitor trends in customer satisfaction continues however, and this will be reinforced through team meetings

· Formulation of mini business plans and performance information produced to accompany SLA negotiations, has gone a considerable way towards meeting this objective. Publication of the business plans on the intranet with access for customers is further progression 

· Significant increase in the use of the Intranet within the directorate some examples include:  Senior Management Group minutes, Team Leaders forum minutes, project specific details eg. strategic partnering initiative, newsletters, grapevine. Some areas still to be published includes personnel related material which will need to be pursued with Personnel, in order to progress this

· Grapevine has not been produced recently mainly due to resources issues, the directorate needs to decide whether it wishes to pursue this initiative

· Issued as best practice to senior managers and team leaders

· Appraisals are taking place and being scheduled in but we will continue to reinforce this point

· Staff satisfaction survey was held in abeyance pending clarification on the corporate survey.  However, we will look at this again as the corporate survey has not yet been commenced

· Target date end of 2005.  Currently the programme is on target

· Successfully achieved further Pathfinder funding for E-Government dissemination.  

· Successfully selected as part of a small team involved in a national E-Government project working with ODPM regarding the establishment of a national CRM academy

· Achieved, partnership now operational

· This is now being reviewed as part of the strategic partnering initiative

· Paper to Directors setting out the position.  Pilot within Corporate services during 2002.  Further rollout expected during 2003

· Continuing via the strategic partnering initiative

· Ongoing, job descriptions and person specs are now electronic.  As posts are vacated line managers review and update and personnel update with latest policies eg. health & safety

· Ongoing, discussions to continue between senior management and personnel

· Ongoing, with most of existing team leaders having received training

· Achieved - staff turnover reports submitted to senior managers quarterly and specific retention schemes reviewed

· Achieved - reports produced quarterly

· Achieved - published and disseminated as best practice to team leaders

· Disseminated as best practice to senior managers and team leaders as part of the annual appraisal process

· Regular newsletters are sent to staff relating to any new initiatives for eg. strategic partnering, which also has a dedicated intranet site which all staff can access.  Team leaders attend quarterly meetings with senior management group from which they disseminate information.  

· Not yet achieved - Some budget managers have been identified but needs to be formally agreed for the Directorate.  Training taking place for identified budget managers.  Guidelines to be completed

· SAP recruitment implemented along with training and event management  

· Achieved, documented and circulated to senior management

· Report to cabinet on Peer review.  This element is now incorporated into the Peer review action plans

· Achieved, circulated discussion paper on corporate approach to project management to senior management group.  Project management training courses devised and tested internally to be rolled out to directorates May 2003

· Achieved, Salford’s SPRINT methodology currently being disseminated to other Local authorities as best practice

· Over 80% achieved

· Achieved – currently being implemented in line with the resulting plan




OPERATIONAL PERFORMANCE IMPROVEMENT PLANS

2002/03 MAIN ACHIEVEMENTS

· Removal of mainframe and Sequent 2000 series machines and implement new IBM machine
· Implementation of call centre support for Registrars
· Implement, train and pilot new IT help desk system with increased performance information
· Integration of an active directory into the help desk system and implementation of remote support to improve front line service
· Establish and implement a project management support office
· Implement new methods of project management, Salford’s version of Prince 2, within IT Net and Salford Advance
· Implement new business rates system and cash receipting system
· BPR – Salford’s methodology being disseminated as best practice to other Local Authorities
· SAP recruitment along with training and event management modules implemented
· Production of: 5 year financial capital strategy, financial plan / budget strategy and 3 year revenue strategy 
· Purchasing savings of £250k achieved
· Document imaging of all council invoices introduced
· Legal services partnership
· Emergency planning – 3 staff per Directorate trained
· Implement electronic performance monitoring within the Directorate
· Final accounts closure by 31/8/02
· Launch and roll out European Computer Driving Licence qualification training
· Establish regular meetings with legal services and key directorate staff
· Review of democratic services using Best Value principles
· Re-organisation of the postal service including establishing standards and procedures
· Merging of central reception and the transfer of management to Development Services
· Develop a programme of best value reviews (although on hold pending a decision relating to strategic partnering)
· Mayoralty stakeholders consultation meeting
· Implementation of a 5 year framework agreement on procurement of IT hardware and services  
· Increased public access to IT facilities via peoples network initially established in libraries
· Copy print unit now has networked PC and e-mail facilities enabling electronic processing of job orders
· Preliminary fact finding work completed on strategic partnership project
· Provision of specialised training for payroll staff
· Payroll system issues resolved
· Continued roll out of CITIZEN (CRM) systems
· Successful home-working pilot to alleviate office space problems
· Chartermark accreditation for Salford Direct

· Continue development of staff within Direct to recognise national standards through appropriate NVQ awards


There are, however, some areas where we have not been able to make as much progress as we would have liked and these are shown below, along with an indication of the action we are taking to change this situation.

2002/03 TARGETS  UNACHIEVED / DELAYED

	Target
	Comments

	· E-Procurement

· Payroll system issues

· Benchmarking:  Support Services, Out of hours emergency, postal service, reception, switchboard and mayoralty

· Legal Services commission new systems

· Land charges

· Elections

· Project management – training and dissemination

· Out of hours emergency services review delivery methods

· Review of support services

· Registrars accommodation

· Implementation of corporate web content management / portal system

· Corporate document shareware system

· Members information database

· Salford Advance – create a new partnership organisation

· SOLAR system

· Accountancy skills

· Accountancy consultation

· Direct – consider rationalisation of procedures to increase productivity and reduce costs

· Direct – Apply for CLS accreditation


	· Joint project Emerge, Salford Advance and Purchasing to review purchasing processes and develop e-procurement in consultation with suppliers
· Multiple employments: Initial testing undertaken target date amended to September 2003

· Comparable data has been very difficult to obtain despite staffs best efforts and as a result these targets were not achieved

· Resources have now been identified and the new system will be commissioned during 2003/04

· Salford Advance business process re-engineering team have produced draft report reviewing land charges processes and action plan can now be formulated

· Initiatives relating to democratic awareness for pupils have been delayed due to a member of staff being on maternity leave.  Targets relating to community links are delayed mainly due to involvement in the Ward Boundary review and all postal ballot

· Original roll out plan revised and specific officers from Directorates to be targeted for training by May 2003  

· BPR has now been commenced

· Initial report produced and it has been decided that a management review of the service will commence from April 2003

· Target date reviewed and extended to August 2004

· Product and preferred supplier has been selected, plan for installation/implementation created, software ordered, expect phase 1 to go live August 2003

· Purchased, implemented and piloted, further evaluation to take place with potential expansion May/June 2003

· Delayed due to resource issues resolved as a result of the completed review of democratic services

· Extensive consultation has taken place between the City Council’s legal team and external legal advisors to overcome legal constraints relating to trading.  Whilst a formal partnership has yet to be formed services are being provided to other local authorities as part of the mentoring and dissemination work on E-Government programme.  The successful selection as part of a small team involved in a national E-Government project working with ODPM regarding the establishment of a national CRM academy will also now impact on the planned partnership

· Delay in roll out to communities due to the requirements for system enhancements

· Some aspects of this target have been achieved these being: SAP training and regular accountants briefings provided for all accountants.  Training skills audit has not been achieved but this will be undertaken in 2003/04 in preparation for IIP

· Specific consultation in relation to accountancy services has not been undertaken due to the volume of consultation being undertaken, it is now being addressed as part of the SLA discussions/negotiations

· Deleting from April 2003 – this work is ongoing and embedded in everyday working practices rather than being a specific target

· Future target 31/3/04 – this was put on hold pending achievement of Chartermark



3.
OUR SERVICE PLANS FOR 2003/04


In order to consolidate and build upon these successes the Directorate needs to consider whether the pace of change can be further accelerated by assistance from others.  Other Local Authorities have seen significant benefits from establishing strategic partnerships with the private sector.  Salford’s Corporate Services (together with Personnel and Performance colleagues) however, are in a strong position and any partnership would need to further strengthen that position. 


Potentially, therefore, the most significant aspect during the coming year will be the outcome of dialogue with the market to ascertain the degree to which alternative providers may be able to assist us in the delivery of some or all of our services.  These discussions are to start imminently and it will undoubtedly be a time of uncertainty and concern for members of staff.  Both elected members and management will ensure however, that whatever the outcome of these discussions with the market, the interests of staff with be kept to the fore. 


Whilst we investigate the business case for a strategic partnership it is important to keep focused on continuing to deliver high quality, cost effective services that satisfy the requirements of continuous improvement.  Our service plan therefore sets out our plans for the year. It is important to bear in mind however, that the document represents only the “tip of the iceberg” in terms of service planning as every single service within the Directorate now has its own business plan which articulates the contribution that individual teams will play towards the achievement of our corporate goals.



Key Service Objectives


The Directorate has a number of key objectives that it is seeking to achieve during 2003/04.  Some of these objectives cut across the Directorate whereas others are specific to divisions within the Directorate.


Market Consultation

The Directorate has 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.  Chief amongst these objectives are:-

a. To improve quality and add value to services  

b. To speed up the pace of improvement by providing additional investment  

c. To achieve better value for money by reducing transaction costs  

d. To exploit our existing skills and expertise  

e. To preserve and enhance staff employment security  

f. To provide regeneration opportunities  

g. To safeguard and enhance democratic accountability in the delivery of our services  

h. To strengthen strategic capacity to enable achievement in the priority areas 


The Directorate has entered into dialogue with the market at the beginning of this financial year to establish whether there is a business case to begin a formal procurement process for the development of a strategic partnership with an external provider(s).


This exercise seeks proposals from interested parties about innovative ideas on partnership models and possible packages of services.


Target dates for this exercise are:-

· Advertisement : placed in March 2003

· Evaluation of responses and options appraisal : May 2003

· Decision on how to proceed : June/July 2003

This initiative could contribute to a number of pledges including “Stronger Communities” and "Making Salford a better place to live" by virtue of the type of opportunities that could be considered under the regeneration objective. Additionally, any savings that may be generated could ultimately be re-invested in front line service delivery, further emphasising linkages with a number of other pledges.


Other Directorate wide objectives are shown in the table below.

	Objective
	Benefits

	
	

	Service Level Agreements
	

	The Directorate has formatted a standardised approach to service level agreements (SLA's) with all customer Directorates. This format contains both costings and performance management information and includes scope for periodic review.  All SLA's to be agreed by July 2003.
	Clearer understanding of service standards and value for money by our customers and a better understanding of customer needs by us.



	
	

	NHS LIFT
	

	We are playing a major role in the development of the NHS Lift scheme which includes a range of partners from Salford local strategic partnership and aims to develop and deliver new customer service outlets throughout Salford by 2004.

This objective links closely to the “Clean and healthy city” pledge in that the project will involve close working with Health sector partners.


	This will lead to increased access to a diverse range of services across the City.



	Document Management
	

	To rollout the extension of document imaging and management across significant areas of the City Council by March 2004
	Increased efficiency, speeding up transaction times, fewer accommodation issues and increased customer satisfaction.

	
	

	SPIN
	

	To participate in the development and implementation of the City Council’s electronic performance information system by March 2004
	Reliable and efficient performance management information system that will facilitate better targeting of resources.



	
	

	Investors In People (IIP)
	

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


	Demonstrates a commitment to our staff, ensuring that they have the necessary skills, training and experience to enable them to provide excellent standards of service provision.



4.
OBJECTIVES FOR PARTICULAR DIVISIONS OF THE DIRECTORATE


We have picked out a number of "headline" objectives from each division's business plans to provide Members with an overview of our main areas of work for 2003/04 :-


4.1
Law and Administration

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

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

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

· To carry out a best value review of Registrars, births, deaths and marriages to commence from September 2003 and be completed by March 2004  

· 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  

· To further develop close working relationships with Messrs. Cobbetts, Solicitors, by March 2004  

· 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”)  

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

· Replacement of Debtco/Caseman/Saltime systems with a legal practice information system by July 2003


4.2
Finance
· Preparation of the Statement of Accounts for 2002/03 by 31st July 2003

· Implementation of a corporate risk management strategy by March 2004  

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

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

· 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  

· Undertaking a review of purchasing process in SAP including the development of an e-procurement pilot by March 2004  

· Implementation of the SAP multiple employment function for all employees with more than one job with the City Council by March 2004  

· Further development of management reports from SAP in consultation with service managers by March 2004

Salford Advance

4.3 Salford is part of a partnership of four local authorities working with the Office of the Deputy Prime Minister to plan and implement the new CRM Academy (a national centre of excellence on the management of customer’s requirements).  It is a national project aiming to disseminate best practice on customer and business relationship management within local authorities. The Academy will deliver a range of customer facing interfaces benefiting both the City Council and other local authorities by March 2004

· Develop and implement community information repository accessed via Internet by March 2004   (Clear linkages to the “Stronger Communities” pledge)

· Develop authorities local land and property gazetteer by March 2004  

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

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

4.3
Customer Services
· Further rollout of council services within the Call Centre over the next 5 years, with particular emphasis on 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.

· Implementing and deploying web content management by March 2004  (Implementation of web content management project during 2003/04 will increase the profile of services available to local citizens and improve the presentation of corporate information to partners and central government.)

· Provision of Council Tax and Benefits advice services throughout the authority's libraries network by March 2004
· Further rollout of homeworking in Salford Direct - having received a grant of £150k from the Government to facilitate this by March 2004
· Further work towards the development and implementation of a new Council Tax and Benefits IT system by March 2005.


4.4
IT Net
· Develop, test, pilot and roll out Enterprise XP solution by March 2004
· Converge windows server applications onto enterprise servers by March 2004
· Continue convergence of systems - voice, video and data network by March 2004

· Continue expansion of web hosting and ISP facilities for community groups and public bodies by March 2004 (Contributing directly to the “Stronger Communities” pledge)
· Increase public access to additional IT facilities via peoples network by March 2004 (Contributing directly to the “Stronger Communities” pledge)
· Single asset and inventory management system for the Councils ICT equipment, software and services
· Implement replacement licensing system
· Establish closer customer contact with site visits and improved customer satisfaction monitoring
5.
CONCLUSION

This report presents a synopsis of our performance for 2002/03 and the main challenges facing the Directorate in the coming 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.

6.
RECOMMENDATION

Members’ comments and questions are welcomed.

Alan Westwood

Director of Corporate Services

AML/SDT/MM

21st May 2003
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