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1.
The Best Value Performance Plan for 2001/02 is currently being prepared and directorates are being asked to propose information to be included.

2. The Corporate Services Directorate has a key role to play in supporting the City in delivering its Corporate Objectives.  It provides a diverse range of services directly to the public as well as providing financial, legal, IT, administrative and corporate support to elected members and other directorates.  Shown below are some of our achievements during 2001/01, and our future performance pledges for 2001/02.

3.
The directorate is implementing a programme of major change including the setting up of a Customer Contact Centre, Financial Support Group the centralisation of benefits administration and the implementation of the SAP resource management system to improve service delivery. This programme will continue in 2001/02 but the achievement of operational targets could be adversely affected by preparations for the market testing of services.

4.
Achievements in 2000/01
· We reduced the average time for processing new claims for Council Tax Benefit from 41 days to 39 days (although this is short of the target of 31 days) and Rent Allowance from 51 days to 36 days (target 37 days)

· We processed 86% of renewal claims for Council Tax Benefit (target 94%) and 89% of Rent Allowance on time (target 94%)

· We improved our performance in carrying out local land charge searches by 19% (from 73% to 92%) carried out within ten working days

· We maintained our performance in processing claims for Rent Allowance without a break in payment at 98%

5.
Future Pledges for 2001/02

We will:

· Carry out 92% of local land charge searches within ten working days

· Deal with 94% of new claims for Council Tax Benefit, (5 year target 96%)and pay 95% of successful claims for Rent Allowance within 14 days (5 year target 97%)

· Collect 96% of Council Tax during the year (5 year target 97.9%)

· Collect 97% of Business Rates during the year (5 year target 98%)

· Deal with 25% of interactions with the public electronically

6.
Performance Indicators

Below are two examples of how the Directorate is performing currently, and how it is expected to perform by 2004/05.

















7.
Best Value Reviews 2001/02
7.1
The directorate did not undertake any Best Value reviews during 2000/01.  However, it is intended to review all services within the directorate during 2001/02 in order to comply with the timescales imposed by the market testing exercise (subject to the decision of Cabinet on 12th December, 2000).


Service reviews will be grouped under five themes, as follows:-

	Customer Services
	Democratic Processes

	One Stop Shops

Call Centre

Front line Services (e.g. Reception, Registrar of Births, Deaths and Marriages, Mayoralty, Elections, Business Rates, Sundry Debtors, Cashiers, Council Tax and Benefits, Land Charges, Emergency Service, Licensing)
	Elections

Mayoralty

Members' Services

Committee Administration

Legal Services

Community Strategy


	Integrated Back Office Systems
	Governance

	Financial Support Group

Support Services Unit

Council Tax and Benefits Administration

Business Rates

Cash Collection and Control

Switchboard

Post Room/Mail Distribution

E-mail and Intranet

Communications (Information Society, Printing, Members' Support Services, Graphics, Marketing, Public Relations, Community Affairs, Grants to Voluntary Bodies, Community Centres)
	Monitoring Officer

Standards Committee

Financials (Audit, Accountancy, Budgeting)

Probity (Legal)

Stewardship

Emergency Planning

	ICT Strategy
	

	Systems Development

Research and Development

Consultancy/BPR

Project Management

Training and Support

Service Desk

Data Communications

Voice Communications

Small Systems

Computer Systems

Information Society Communications

E-mail

Internet

Intranet

Printed Word

Telephonists

Word Processing

Consultation (Team meetings, Management meetings, internal telephone system, Intranet, E-mail, Case Management System, Licensing System)


	


7.2 Carrying out reviews across the whole of the directorate will provide us with a benchmark against which to evaluate any bids from external service providers which are submitted as a result of the market testing exercise.

8.
Listening to You

A number of consultation exercises have been undertaken throughout the directorate many of which have influenced decisions or led to improvements in service delivery. Examples are:-

· The implementation of a call centre to improve accessibility to the public

· The decision to choose SAP as the appropriate resource management system for implementation

· Utilising the intranet to provide access to SAP training material to facilitate updating and reducing printing costs

· Modifications to the SOLAR system

· IT Help Desk - improve availability of consumables

· IT Training - specialist IT training package for members

· Reduction in turn-round time for printing jobs and prioritisation of urgent jobs

· Improvements to Reception Area at Civic Centre

· Extensive development of Revenue Benefits Web Site

· Various Advice Surgeries set up

· E-mail address set up to allow electronic link with all Housing Associations

9.
Key Facts and Figures

Examples of the volumes of transactions, enquiries etc dealt with by the directorate in a year are:-

· 500,000
Calls handled by the Customer Contact Centre

· 100,000 
Households billed for Council Tax

· 9,000
Business Ratepayers

· 1,050
PCs and peripherals installed

· 2,000
Delegate days on IT training courses

· 33,250 
Council Tax Benefits applications processed each year

· 7800
Rent Allowance applications processed each year

200,000
Invoices processed each year

10.
Initiatives for 2001/02
· Development and roll out of additional council services within the Customer Contact Centre

· Development and provision of Council Services in One Stop Shops

· Electronic delivery of services to meet e-government targets

· Centralisation of Benefits processing.

Alan Westwood

Director of Corporate Services
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