CORPORATE SERVICES DIRECTORATE

SERVICE PLAN 2001/2002

INTRODUCTION

The Corporate Services Directorate has a key role to play in supporting the City to deliver 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, other directorates, and to the Greater Manchester Police Authority (GMPA). The directorate seeks to always 'Put People First', and its objectives are aligned to the achievement of this.

Part 1 of the directorate's Service Plan for 2001/02 identifies the key strategic milestones to be delivered during the year, and also reviews the directorate's performance in respect of its 2000/01 milestones.

The Corporate Services directorate is currently delivering a major change programme and the objectives for 2001/02 reflect the further roll-out of that programme. The objectives and milestones included in the service plan are based on the aspirations of the directorate

PART 1

KEY OBJECTIVES

The following objectives relate to the directorate's commitment to quality, best value and customer care.

To unify the provision of support services across the Authority, to ensure consistency of approach, and to eradicate duplication.

To work together to ensure that the services the directorate provides make an effective contribution towards the achievement of the Authority's strategic objectives, and to embrace the concept of 'best value' by applying its principles to everything the directorate does.

To provide a comprehensive and accessible range of services which are responsive, and which match the needs of Salford, and to be proactive in the provision of advice and support to the Authority and its citizens, its elected members and its directorates.

To strive continually to improve the quality of the services the directorate provides in accordance with the directorate's Values Statement.

Milestones for 2001/02

During 2001/02 the Directorate's work will be guided by five main themes which contribute to the Council's corporate objectives. To that end, the milestones for this year have been grouped under those themes for ease of presentation.

A. Customer Services

To integrate other services within the Customer Contact Centre in accordance with the agreed roll-out programme;

1. In conjunction with Directorates, to determine the geographical area priorities for the roll-out of the Customer Service Centres by 31st July, 2001.

2. In conjunction with directorates, to develop and agree implementation plans for the Customer Service Centre roll-out by 30th July, 2001.

3. To prepare to submit for Charter Mark accreditation within the Customer Contact Centre by 31st March, 2002.

4. To carry out pilot studies in certain front-line service areas by 30th June, 2001, with a view to achieving levels 2 and 3 of the Council's Corporate Equality Standard for service delivery by 31st March, 2002.

B.  Governance

1. To have staff resources to assist in the delivery of the Community Strategy by 31st October, 2001.

2. To submit the City Council’s proposals for modernisation in accordance with the Local Government Act 2000 to the Secretary of State by 30th June 2001. 

3. To prepare a Constitution Document in accordance with the abovementioned proposals and to implement the new system by 31st October 2001.

B. Effective Services

1. To undertake a review of the strategic options for the future delivery of support services across the authority by 30th June 2001.

2. To ensure the effective integration of the Salford Community Legal Services Partnership across the City Council by 31st October, 2001.

3. To seek LEXCEL accreditation for Legal Services by 31st March, 2002.

4. To continue to develop the capacity to sell Internal Audit consultancy and systems to generate income during 2001/02.

D.  Integrated and Efficient Back Office Systems

1. To implement a Benefits Verification Framework Plan for the City Council by 31st October, 2001.

2. To further develop the Anti-Fraud and Security Strategy for the City Council by 31st March, 2002, to incorporate:

(a) The IT Security and Privacy Policy

(b) Disclosure of Information to Third Parties

(c) Exchange of Information between records held, and

(d) A complete audit of Data Protection Registers

3. To develop processes during 2001/02 that will lead to Investors in People accreditation during 2002/03.

4. To continue to undertake the Health and Safety Risk Assessments across the Directorate during the year.

5. Subject to funding, to determine the priorities for roll-out of a Teleworking Programme by 31st May, 2001.

6. To expand the uses of the SAP and other systems by 31st March, 2002, to include (subject to funding):

(a) Property Management

(b) Document Imaging

(c) Human Resource Management  - training, recruitment

(d) Post-implementation review of SAP following the completion of phases 1,2 and 3.

7. To reduce the level of sundry debts older than 30 days by 5% by 

31st March, 2002.

8. To undertake further energy audit work to achieve additional cost savings of £500,000 in total by 31st March, 2002.

9. To implement the recommendations with regard to the centralisation of the Council Tax and Benefits Services arising from the review undertaken in 1999.

10. To develop and implement a plan to deliver savings of £250,000 arising from the centralisation of the purchasing function by 31st March, 2002.

11. To improve the Directorate's performance in relation to the 5 year targets contained within the Best Value Performance Plan, with particular regard to the processing of local land charge searches and the Council Tax and Benefits Services.

E. ICT Strategy

Social Inclusion

1. In conjunction with partners, to launch the Salford Virtual Community Programme by 30th April, 2001.

2. To have a minimum of 30 local community groups participating on the Website by 30th June, 2001.

3. To have developed and agreed an outline community ICT Strategy by 30th April, 2001.

4. In conjunction with the Education and Leisure Directorate with their ICT strategy and specifically, to project manage the Peoples Network Programme to ensure implementation within 17 libraries by 31st October, 2001.

5. To facilitate the Community Grid for Learning Programme, and in conjunction with partners, to ensure three community based facilities are established by 30th September, 2001.

6. In conjunction with partners, to facilitate community ICT capacity building by holding 500 one-to-one sessions (500 hours), 100 outreach sessions (200 hours), and a further 600 hours of training delivered through the mobile facility by 31st March, 2002.

General

7. To develop effective mechanisms to bid for external funding in support of E-Government, Social Inclusion and ICT Programmes by 31st May, 2001.

8. To develop a marketing plan for effective dissemination of the Information Society Programme by 30th June, 2001.

9. To meet Best Value E-Government targets by 31st March, 2002 and 2005.

10. To facilitate the Council's Modernising Agenda and, particularly, the development of the Customer Contact Centre by:

(a) Carrying out BPR Projects in accordance with the agreed roll-out programme

(b) Developing IT applications, including Customer Relationship Management, Council Information Repository, document handling and management of other Internet based solutions

(c) Developing a Council-wide Internet Strategy embodying E-Commerce.

All of these targets to be completed by 31st March, 2002.

DIRECTORATE VALUES

The directorate Values define our commitment to service quality and customer satisfaction. The Values are all of equal importance, and are set out below: -

We will -

· promote equal opportunities by showing the utmost respect for others and uphold the moral, professional and ethical standards of the directorate.
· always put the interests of our customers, colleagues and the organisation ahead of our own.

· Always search for a positive solution.

· Aim to respond quickly to any and all customer requests either by dealing with them ourselves or by taking personal responsibility to have them dealt with.

· Acknowledge the customer first with a positive and courteous greeting and by offering assistance.

· Endeavour to get things right first time every time.

· Work in partnership with our customers and colleagues to continually seek ways to improve the quality and efficiency of the services we provide.

· Promote and maintain effective communication with each other and with our customers and business partners.

· Demonstrate ownership through our actions to maintain all City Council property and in particular our working areas in proper working order, and take responsibility for reporting anything that we notice is not working properly.

· Aim to ensure the full safety and security of our customers and colleagues by correcting or reporting any potential hazards or suspicious activities we see within Council property.

· Act in the best interests of our environment by reducing, reusing and recycling whenever possible.

· Present ourselves for work in appropriate business attire with our security ID clearly visible.

RESOURCES

The resources available to the directorate in 2001/02 are identified below. The number of staff employed by the directorate has increased significantly due to the establishment of the customer contact centre and financial support group.

Staffing

	Division
	Number of Staff

	Heads of Service
	4

	Law and Administration
	129

	Finance
	310

	IT Services
	109

	Customer Services
	45

	Strategy Development
	5

	Total
	602


FINANCIAL RESOURCES

	Division
	Gross Budget
	Net Budget

	
	£
	£

	Law and Administration
	5,373,092
	599,032

	Finance
	9,529,180
	3,843,880

	IT Services
	6,359,170
	1,620,900

	Customer Services
	458,386
	265,856

	Strategy Development
	169,020
	169,020

	Total
	21,888,848
	6,498,688


AREA PERSPECTIVE AND EQUALITY OF SERVICE ACCESS

The directorate's Best Value review process incorporates equality considerations. When consulting with the community on budget and service issues, a wide range of initiatives are utilised to ensure that all sections of the community are represented. Improvement plans for services under review include actions aimed at reaching minority and socially excluded groups, and consideration is given to whether centrally or area based service delivery is more appropriate for particular services. Work will be taking place during the year with the aim of achieving levels 2 and 3 of the Council's Corporate Equality Standard for Service Delivery.

BEST VALUE AND SERVICE DEVELOPMENTS

The directorate is committed to the modernisation of its services and achieving the government's targets for electronic government. The service developments taking place in 2001/02 are also designed to significantly improve the efficiency and cost effectiveness of those services. This will lead to significant improvements in the Council's position in relation to national performance indicators.

The major changes taking place in 2001/02 led by the Corporate Services directorate are:

· Undertaking a review, in conjunction with Personnel Services, of the strategic options for the provision of corporate support services

· Further expansion of the application of the SAP and other systems in the following areas: property management, document imaging, and HR systems. 

· Further development of roll-out of additional council services within the Customer Contact Centre

· Development and provision of council services in One Stop Shops

· Completion of the centralisation of Benefits processing and the implementation of the verification framework

· Further expansion of the delivery of services through Office Automation, Internet and Intranet and Digital TV to meet e-government targets.

The directorate will commence its programme of Best Value reviews in April 2001. Preparations have been made for these reviews already, with the data gathering exercise taking place across the directorate.  It has been agreed that a thematic approach will be taken to these reviews using themes already mentioned earlier in this document i.e.:

· Customer Services

· Democratic Processes

· Governance

· Integrated and efficient back office systems

· ICT Strategy

It is anticipated that the integration and dovetailing of the two processes of service planning and Best Value reviews will enable a full and detailed picture to emerge with regard to service provision. 

A Best Value Team and Strategic Review Project Team is now fully established to take this forward on the directorate's behalf.

STAFF DEVELOPMENT

The directorate is committed to the development of its people and in 2001/02 intends to continue working towards the achievement of the Investors in People Award. In view of the commitment to the major changes to be undertaken by the directorate and the resources required to deliver them, the target is to secure the award by 2002/03.

Alan Westwood

Director of Corporate Services
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