CORPORATE SERVICES 

SERVICE PLAN  -  2001/2002

LAW & ADMINISTRATION

LEGAL SERVICES

	
	BVPP/

SMG
	Performance Indicator
	Target
	Actual
	Progress /

Comments

	15.
	BVPP
	Land charges - % of standard searches carried out in 10 working days
	94%
	
	

	16.
	
	Customer satisfaction (Land charges only)
	Establish a continuous system to monitor customer satisfaction
	
	

	17.
	
	Customer satisfaction (Legal Services)
	Establish quarterly meetings with customers by June 2001
	
	

	18.
	
	Benchmark against at least two other service providers
	Establish benchmarking with private sector by September 2001
	
	

	19.
	
	Compile a database of private / voluntary sector information costs, outputs, resources and quality
	Review existing data base and update quarterly thereafter by June 2001
	
	

	20.
	
	Prepare a service improvement and action plan as a result of service comparisons with other providers
	September 2001
	
	

	21.
	
	Assess the service in terms of access for minority groups
	March 2002
	
	

	22.
	
	Introduce a cost monitoring and review system on all files
	March 2002
	
	

	23.
	
	Completion dates on selected work types
	95% within target date
	
	

	24.
	
	Prepare for LEXCEL audit
	March 2002
	
	

	25.
	
	Develop an outcome classification for all files
	March 2002
	
	


CORPORATE SERVICES 

SERVICE PLAN  -  2001/2002

LAW & ADMINISTRATION

COMMITTEE SERVICES

	
	BVPP/

SMG
	Performance Indicator
	Target
	Actual
	Progress /

Comments

	26.
	
	Production of draft minutes within :

· 10 days of the meeting

· 20 days of the meeting
	90%

100%
	
	

	27.
	
	% of agenda and reports available electronically via the SOLAR system
	90%


	
	

	28.
	
	To service a minimum number of elected members meetings
	550
	
	

	29.
	
	To ensure that the requirements of the Local Government Act 2000 are implemented in respect of the democratic process
	March 2002
	
	

	30.
	
	To continue with a regular exchange of information with a benchmarking group
	March 2002
	
	

	31.
	
	To benchmark against a minimum of two service providers in terms of costs, outputs, resources and quality
	March 2002
	
	

	32.
	
	To expand the database of private / voluntary sector information on costs, outputs, resources and quality where comparators exist
	March 2002
	
	

	33.
	
	To continue to review the access to the SOLAR system by minority groups in order to identify gaps in provision 
	March 2002
	
	

	34.
	
	To carry our a further customer satisfaction survey
	March 2002
	
	


OMBUDSMAN / MALADMINISTRATION

	
	BVPP/

SMG
	Performance Indicator
	Target
	Actual
	Progress /

Comments

	35.
	BVPP
	Number of complaints to an Ombudsman classified as maladministration 
	0
	
	


CORPORATE SERVICES

 SERVICE PLAN  -  2001/2002

LAW & ADMINISTRATION

PRINTING

	
	BVPP/

SMG
	Performance Indicator
	Target
	Actual
	Progress /

Comments

	36.
	
	% of work undertaken in house
	97%
	
	

	37.
	
	% level of price changes


	No more than 5% increase
	
	

	38.
	
	Establish regular exchange of information with benchmarking group
	March 2002
	
	

	39.
	
	Benchmark against at least two similar providers
	March 2002
	
	

	40.
	
	Compile database of private / voluntary sector information on costs, outputs etc  
	March 2002
	
	

	41.
	
	Prepare service improvement and action plan as a result of comparisons with other providers
	March 2002
	
	

	42.
	
	Customer satisfaction level
	96%
	
	

	43.
	
	Organise an open day by
	March 2002
	
	


CORPORATE SERVICES 

 SERVICE PLAN  -  2001/2002

LAW & ADMINISTRATION

ELECTIONS

	
	BVPP/

SMG
	Performance Indicator
	Target
	Actual
	Progress /

Comments

	44.
	
	Register of Electors

· % of households canvassed

-      % of first time canvassers given training
	96.5%

100%
	
	

	45.
	BVPP
	Conducting elections

· % of polling stations opened on time

· Number of complaints about polling stations and polling staff

· % achievement of statutory deadlines in election timetable

· % of first time Poll Clerks given training

· Increase number of absent voters

· % turnout for Local Elections 

· % improvement in electoral turnout

· To declare local election results by 10.30pm


	100%

Nil

100%

90%

2% of electorate

23%

2%

90%
	
	

	46.
	
	% of circulars reported to Members Working Party for electoral matters
	100% within two calendar months
	
	

	47.
	
	% time taken to respond to queries from members of the Council
	 90% within 1 working day

100% within 2 working days
	
	

	48.
	
	Response to instruction from Electoral matters

Members Working Party
	 90% of matters raised
	
	

	49.
	
	% of queries from other Directorates responded to within 5 working days
	100%
	
	

	50.
	
	Deliver electoral presentations to all high schools by
	1/7/01
	
	


CORPORATE SERVICES 

 SERVICE PLAN  -  2001/2002

LAW & ADMINISTRATON

MEMBERS SERVICES AND MAYORALTY

	
	BVPP/

SMG
	Performance Indicator
	Target
	Actual
	Progress /

Comments

	51.
	
	Response to the update of various publications from outside organisations
	100% within 2 weeks
	
	

	52.
	
	Response to updates received for Municipal Year Book 
	100% within one month 
	
	

	53.
	
	Update and distribute list of elected members  due to changes or election
	 100% within one  week
	
	

	54.
	
	Members Secretariat

· Transcribe robophoned letters within a specified time

· Response to correspondence


	2 working days

80% within 2 working days

100% within 4 working days
	
	

	55.
	
	Mayoralty

· Response to correspondence

· Specified number of engagements that the Mayor attends during the year of office

· Presentation to new City Council staff about the Mayoralty service by

· Number of Civic tours provided to all groups and individuals interested

· Mayoral briefings with Mayor and Deputy to take place at specified times

· Benchmark against at least two other service providers

· Compile a database of private / voluntary sector for benchmarking costs, outputs, resources and quality 

· Prepare a service improvement and action plan as a result of comparisons with other providers

· Customer satisfaction level


	92% within 4 working days

420 by  May 2002

October 2001

15 by March 2002

Quarterly basis

May 2001

July 2001

July 2001

To be determined
	
	Pending analysis of 2000/01 questionnnaires 


CORPORATE SERVICES 

SERVICE PLAN  -  2001/2002

LAW & ADMINISTRATION

REGISTRATION OF BIRTHS, DEATHS AND MARRIAGES

	
	BVPP/

SMG
	Performance Indicator
	Target
	Actual
	Progress /

Comments

	56.
	
	Achievement of Registrar General's Standards
	100%
	
	

	57.
	
	Customer satisfaction survey to be completed by

March 2002 - satisfaction level
	95%
	
	

	58.
	
	Respond to correspondence within 3 working days
	100%
	
	

	59.
	
	Searches for Geneology completed within 5 working days
	100%
	
	

	60.
	
	Counter applications completed within 30 minutes
	100%
	
	

	61.
	
	Registration of births and deaths within 30 minutes
	100%
	
	

	62.
	
	Notices of marriage within 30 minutes
	100%
	
	

	63.
	
	Training plan for new staff to be introduced
	April 2001
	
	

	64.
	
	Establish regular exchange of information with a Benchmarking group
	March 2002
	
	

	65.
	
	Benchmark against at least two other service providers in terms of costs, outputs, resources and quality
	March 2002
	
	

	66.
	
	Prepare Service improvement / Action plan as a result of assessment of comparisons with benchmark group
	March 2002
	
	


CORPORATE SERVICES 

 SERVICE PLAN  -  2001/2002

LAW & ADMINISTRATION

EMERGENCY PLANNING

	
	BVPP/

SMG
	Performance Indicator
	Target
	Actual
	Progress /

Comments

	67.
	
	Improve plans from Directorates and incorporate Directorates plans into major incident manual
	March 2002
	
	

	68.
	
	Achieve standards set by Home Office and proposed Greater Manchester review group
	100%
	
	

	69.
	
	Continue with exchange of information with a benchmarking group
	March 2002
	
	

	70.
	
	Benchmark against at least two other service providers
	March 2002
	
	

	71.
	
	Produce training video on dealing with the media in emergencies
	March 2002
	
	Subject to funding agreement with partner authorities and the Home Office

	72.
	
	Increase the number of staff trained for emergencies at EP College
	At least 3 per Directorate
	
	

	73.
	
	Increase the number of Council staff  trained in emergency procedures by:

· Undertaking 2 large table top exercises

· Providing training for nominated staff in all Directorates

· Providing training for all Headteachers
	March 2002
	
	

	74.
	
	Update and improve rest centre resources
	November 2001
	
	


CORPORATE SERVICES 

 SERVICE PLAN  -  2001/2002

LAW & ADMINISTRATION

SUPPORT SERVICES

	
	BVPP/

SMG
	Performance Indicator
	Target
	Actual
	Progress /

Comments

	75.
	
	Develop the future role of the Support Services Unit and allocate duties to staff following the creation of the Financial Support Group
	31/5/01
	
	

	76.
	
	Review the structure of the Support Services unit
	30/6/01
	
	

	77.
	
	Promote the Support Services unit to all staff within Corporate Services
	31/7/01
	
	

	78.
	
	Reception - Customer satisfaction rating
	90%
	
	

	79.
	
	Reception - reorganise the area

Investigate: additional seating, drinks machine, 

                     Merchandising are 
	31/8/01
	
	

	80.
	
	Postal Services

· 10.30am deadline for opening and sorting Finance post 

· 12 noon deadline for the remainder

· 4.15pm deadline for outgoing post to be ready for collection by Royal Mail

· Collection and delivery service - 2 per day 
	60%

80%

100%

80%
	
	First year of monitoring 

First year of monitoring



	81.
	
	Telephone services

Normal office hours

· Percentage of calls answered within corporate standard

Out of office hours

· Percentage of calls referred to appropriate inspector / contractor within 5 minutes

· Customer satisfaction measurement

% reduction in complaints
	75%

90%

80%

25%
	
	2000/01 - 4 complaints from 34,477 calls received

	82.
	
	Establish a regular exchange of information with a benchmarking group
	May 2001
	
	

	83.
	
	Benchmark against at least two other service providers
	March 2002


	
	

	84.
	
	Compile a database of private / voluntary sector information costs, outputs, resources and quality
	March 2002
	
	

	85.
	
	Prepare a service improvement and action plan

For implementation as a result of service comparisons with other providers
	March 2002
	
	

	86.
	
	Assess the service in terms of access for minority groups
	March 2002
	
	


