PERFORMANCE REVIEW OF CORPORATE SERVICES DIRECTORATE 2000/2001 PART 1 SERVICE PLAN

	KEY OBJECTIVES FOR THE CORPORATE SERVICES DIRECTORATE

	KEY OBJECTIVES
	ACHIEVEMENT / COMMENTS

	· To establish a Best Value Team within the directorate by 1st October 2000.

· To implement approved recommendations arising from the review of the Authority's Printing and Council Tax and Benefits services within the approved timescales.

· To undertake a review of the Authority's corporate purchasing and procurement functions by 31st March 2001.

· To centralise the creditors, debtors and payroll and purchasing functions by 1st October 2000.

· To develop a draft Benefits Verification Framework implementation plan for the City Council by 30th September 2000.

· To develop an Anti-Fraud and Security strategy for the City Council by 30th June 2000.

· To improve the directorate's performance indicator position in relation to the processing of local land charge searches, and the council tax and benefits service in accordance with the targets included in Part 2 of the directorate's service plan.

· To reduce the level of sundry debts outstanding by 25% by 31st March 2001.

· To have achieved Charter Mark accreditation for the Revenues Service by 31st March 2001.

· To seek LEXCEL accreditation for Legal Services by 31st March 2001.

· To develop processes during 2000/01 and 2001/02 that will lead to Investors in People accreditation during 2002/03.

· To undertake Risk Assessments across the directorate by 31st March 2001.

· To have a resourced staff training and personal development plan for all the directorate's staff by 31st May 2000.

· To have at least 50 Revenues staff who have achieved Customer Care NVQ level 3 by 31st March 2001.

· To develop the capacity to sell Internal Audit consultancy and systems to generate £50,000 per annum income from 2000/01.

· To expand the Energy Audit activity by increasing the staffing resource by three posts and thereby increasing the level of energy conservation work to achieve additional cost savings of £200,000 by 31st March 2001

· To implement the Corporate Equality of Service Delivery Policy by 31st March 2001.

· To achieve a minimum level 1 and 2 of the Commission for Racial Equality Standard by 31st March 2001.

· To develop the organisational requirements for a corporate call centre to be implemented by 31st March 2001.

· To implement Phases 1, 2 and 3 of the e-merge system by 1st April, 1st October 2000 and 31st March 2001 respectively.

· To implement the first phase of a City Portal - as the basis of providing electronic access to the Council's services - by 31st May 2000, and to hold an official launch in the Autumn.

· To develop and implement a Members' Information System on an incremental basis from May 2000 in accordance with members' requirements to proactively support the new democratic system.

· Where appropriate, establish partnerships to assist the City Council in implementing the Information Society proposals.

· To further develop the policy of homeworking during 2000/2001.

· To refine the Council's new democratic process in accordance with legislation and guidance by 30th November 2000.

· To implement the savings in the Corporate Services directorate as approved in the Council's 2000/2001 revenue budget.

· To develop a budget strategy for the Council taking into account: approved savings, level of reserves, projected resources and the level of Council Tax by 30th June 2000.

· To develop a capital investment strategy by 31st March 2001 which is more closely linked to strategic planning of the City Council and the requirements of the new capital system from 2002.

· To further develop the integration of financial and strategic planning, including the adoption of better predictive budgeting and the development of consultation techniques for the 2001/2002 budget; the specifics of which will be included within the budget strategy document to be agreed by Cabinet by 30th June 2000.


	The establishment of the Corporate Services Best Value team was approved on 16th October 2000 with a Best Value Officer being appointed from January 2001. At March 2001 there were two vacancies on the team due to a secondment to the e-merge team and maternity leave.

The pilot review of the Printing Service was not completed, as it became apparent that a Corporate Review of the whole of the Authority's printing and associated services was required. In line with this view, the findings of the partial review will help to inform the forthcoming review of Corporate Support Services.  In addition, certain suggestions contained in the partial review have been implemented as part of an ongoing improvement of the Printing Service.

The Best Value Review of Council Tax and benefits was rescheduled to later in the Best Value Timetable.  However, the process had been started and issues raised were incorporated in the comprehensive review and action plan aimed at having the service operating at “top quartile” standard by the end of five years (2004).

The best value review of procurement and purchasing was scoped to specifically exclude the purchasing function because of the recent introduction of the SAP purchasing module. The review of procurement of services has however been completed and a new corporate procurement policy and strategy is now in place.

The centralisation of the finance functions is linked with the implementation of the new SAP financial system and the cost savings and efficiencies expected to be derived from the new system. Centralisation of the purchasing function was achieved during October, whilst creditors, debtors and payroll were achieved by January 2001. The recruitment took longer than expected due to the volume of new posts (60) and the need to re-advertise certain posts because of a larger than expected volume of staff leaving the authority at clerical level. 

The visit to the section of the Benefits Fraud Inspectorate (BFI) originally planned for late 2000 eventually took place in early 2001.  The significance of this visit is that the BFI in effect use the Verification Framework (VF) as a yardstick to measure our performance against.  In anticipation of this, and because it is accepted that whilst not mandatory the VF does represent good practice, steps had already been taken to implement some VF requirements.  The latest target is to have the VF fully implemented by October 2001 and this process will be informed by the report produced by the BFI arising from their visit; the BFI initial draft report is expected in May 2001.  A draft VF implementation plan was available by 30th September 2000 but is likely to change in light of the BFI visit.

An Anti-Fraud and Security strategy for the City Council had its beginnings in the anti-fraud and corruption activities which were started in November 1997.  A series of posters, leaflets and promotional materials have been used over the years, the latest manifestation being the “No Excuses” campaign.

The Corporate Services, Benefits Investigation Team developed its own Anti-Fraud strategy specific to the benefits area of operations.  This strategy, produced for the Financial Year 2000/2001, was published in the Team’s Procedure Manual in 2000.  The broader, City-wide,  Anti-Fraud and Security strategy is a combination of the above “No Excuses” approach and the IT Security and Privacy strategy an updated version of which was e-mailed to all mail users on 19th June 2000 and which has since been revised (in January and April 2001).

The target for Salford for 2000/2001 was that 95% of standard searches will be carried out within 10 days, this was an ambitious target set to improve and maintain performance in preparation for best value reviews.   The actual performance for Land Charges for 2000/2001 is 86.07% of searches carried out within 10 working days.   This performance is disappointing given the strenuous efforts made to increase the percentage of searches returned within 10 days.  

During 2000/2001 Legal Services has re-structured its Land Charges Team.    It has recruited an additional member of staff, has increased the administrative support to the Team and streamlined procedures to maximise the amount of time devoted to the processing of requests and replies.   The objective has been to achieve continuous cover in Land Charges irrespective of peaks and troughs in search requests and the absence of staff due to holidays and sickness.   Despite these efforts it has not been possible to improve and maintain the performance of the response rate as a whole.    

Throughout the year the response rates from Development Services and in particular the Planning Section has been inconsistent.    Staff absences and the lack of cover for Land Charges searches has led to significant delays in search requests in responses to search requests.    As a result the overall performance of Land Charges is affected.

Council Tax collection marginally behind target

Council Tax Benefit processing down slightly.

Rent Allowance processing on target.

Debt outstanding 31st March 2000 was £9.577m, of which £5.644m was over 120 days old. 

Debt outstanding at 31st March 2001 was £17.686m, of which £8.941m was over 30 days old and £5.508m over 120 days old.

Whilst the total debt has increased by some 85% this is due to almost £9m of invoices raised during March 2001. A more meaningful comparison is to examine debt over 120 days old, which has reduced by 2.4%, although still clearly significantly below the target set. There was no debt written off during 2000/01 due to concentrating on implementation of the new SAP system. However, there are £0.320m recommended write-offs awaiting approval, which if taken into account would mean the debt reduced by 8.1%. 

In light of the many other developments, and particularly the efforts put into NVQ training, it was decided not to pursue the Charter Mark accreditation at this time.  Once the effects of office mergers and moves have settled down the matter will be resurrected. 

The Legal Services’ Team has been unable to meet the target to achieve the Lexcel Quality Standard during 2000/2001 .This remains a target in the Service Plan for 2001/2002.   Whilst the target has not been achieved much of the preparation work for the achievement of the quality standard is underway. Legal Services as part of Law and Administration is moving forward to seek the Investors in People Quality standard which will by and large satisfy the requirements of the Lexcel legal quality mark.   

Law and Administration have identified and compiled all the documentation required in order to apply for I.I.P.  However, an internal preliminary assessment of work still to be undertaken has identified that staff at all levels of the Section should be fully aware of Policies, Aims / Objectives, etc.  It is considered that further communication in this area is needed.  This will commence on the 17th May at the Team Leaders' meeting.  Completion and accreditation by the Law and Admin Section will provide the base data for the remainder of the Directorate.

This has not been achieved by the target date, but should be completed within the next 2 months.

Not achieved. Whilst a considerable amount of training has been undertaken by staff this has been organised by team leaders rather than being incorporated in a directorate training plan.

A total of 33 staff achieved their NVQ level 3 qualifications by 31st March; a further 9 have yet to complete the course.   Formal presentations for the staff concerned were held in the Mayor’s Parlour on 26th March 2001. 

The process has started well but the full year target of £50,000 was not achieved in 2000/01.  The first major partnering arrangement was established with Blackburn with Darwen Borough Council in the year and this contract along with other sales raised income of £30,000.  However, this should be regarded as a part-year total since the revised structure on which the income generation was predicated was not filled until January 2001. Efforts continue to be made to sell Internal Audit services and products. 

Approval was received to increase the staffing establishment of the Energy Audit team from 3 to 6 and all posts are now occupied. Good progress made with achieving savings and target may be exceeded if negotiations over amounts to be billed for electricity consumption with Innogy, the current provider who took over the contract in September 2000 when Independent Energy went out of business, are favourable.

Implemented. Level 1 has been achieved; level 2 requires further detailed analysis of current information held both Citywide and within the Directorate.  The Directorate's points of contact with the public do not reflect a robust analysis of equality take-up of services.

Therefore, we are currently looking at effective methods of monitoring service delivery to ethnic minority groups.

The organisational requirements were agreed by Cabinet in September 2000, and the call centre went live on 2nd October 2000.

The implementation of the SAP system was achieved within the above timescale as follows:

Phase 1
-
General Ledger

April 2000




Accounts Payable

April 2000

Phase 2
-
Accounts Receivable
Sep 2000




Purchasing


Oct/Dec 2000

Phase 3 
-
APT&C Payroll

Nov 2000




Weekly to Monthly

Feb 2001




Teachers


Mar 2001




Weekly


Mar 2001

A post implementation review is currently being undertaken.

Deferred.

Implemented June 2000 and being enhanced incrementally.

A 5 year partnership has been set up with Salford University and Manchester Business School to facilitate and undertake the process re-engineering aspects of customer service delivery. This has been very successful, the innovative features of the development were instrumental in Salford recently acquiring Pathfinder status for E-Government.

A draft teleworking policy has been prepared. Analysis of the potential areas/candidates for homeworking are well underway. This is essential to ensure that there is a good business case and cost/benefit for each potential area. Testing for call centre homeworking is due to commence to assess the technical/infrastructure requirements and will continue for a three month period.

Achieved.


Agreed savings for 2000/01 achieved subject to amendments.

Preliminary strategy/forecast achieved by the target date. Budget strategy subsequently developed in consultation with members, directors and the public.

Strategy submitted to GONW in July in compliance with their deadline. The process of developing a capital investment strategy has continued to be worked on during 2000/01 in consultation with all directorates with a view to identifying a set of core criteria for determining priorities for capital funding for use with the strategy submission for 2002/03 due to be submitted to GONW in July 2001. 

Predictive budgeting has been facilitated by the production of a preliminary 3-year budget forecast which has formed the basis of the 3-year strategy of change agreed by the Council in September 2000. Predictive budgeting of certain sensitive budget areas, eg children, has been partially developed by the anticipation of additional cost in the budget process, although more longer-term demographic planning needs further work. Public consultation on the budget was developed further for 2001/02 during last year by learning from the lessons of the 2000/01 consultation process and also by developing a strategy for the way in which the public will be consulted.
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