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FOREWORD TO THE 2002/03 CORPORATE SERVICEs PLAN

Welcome to the Corporate Services Directorate service plan which details the challenges we face in the coming year and identifies how we intend to respond to them.

Last year was a very demanding year not least because it culminated in the completion of the Best Value Review of Support Services and a visit from the Best Value Inspectorate.

The review has, however, helped the Directorate to identify the areas where it needs to focus its improvement initiatives in order to deliver better services to both internal customers and to members of the public. This has been particularly beneficial as the process has been informed by customer consultation and our services have also undergone external challenge both by an independent panel, management consultants and by the best value inspectors.

The overriding message which the review provided was that we do not simply supply “support services” but rather, we are considered to be “the essential life blood” to successful front line service delivery. Obviously, the Directorate also supplies a number of services direct to the public and the review has considered how these services can also be continuously  improved.  

The 2002/03  service plan has therefore been influenced considerably by the review outcomes and the Best Value Inspectorate’s comments. The Senior Management Group has identified six key areas where the Directorate needs to concentrate its efforts at a strategic level and these are contained in a Performance Improvement Plan (P.I.P). These areas are referred to within this service plan. Additionally, every single team within the directorate has formulated their own individual P.I.P. ensuring that best value and continuous improvement becomes integral to the Directorate’s day to day activities.

All of the Directorates’ objectives and targets are aimed at contributing to the City Council’s corporate pledges and every effort has been made to make them as challenging but also as realistic as possible. The Senior Management Team together with elected members will be monitoring progress closely to ensure that the people of Salford receive services of the highest quality at a reasonable cost.

We look forward to seeing the Directorate continue to progress and deliver on its objectives.

Councillor Derek  Antrobus



Councillor Joe Murphy

LEAD MEMBER CORPORATE SERVICES                           EXECUTIVE SUPPORT  MEMBER                                                                                                                    
CORPORATE SERVICES DIRECTORATE

SERVICE PLAN 2002/03

INTRODUCTION

The Corporate Services Directorate has responsibility across four main areas :-

· Financial Services

· Law and Administration

· Customer Services 

· Information Technology (IT)

During 2001/02 there was a significant reorganisation of the Customer Services and IT functions resulting in the creation of three business units :-

Salford Advance

Responsible for management of the Pathfinder programme, business partnerships and income generation through commercial offerings and leverage of grants.

Salford Direct (incorporated within Customer Services)

Customer Services and Salford Direct are responsible for taking a strategic lead on customer service developments, E-Government, Pathfinder and Information Society and operational lead for the Customer Contact Centre,  counter services provided through Revenues and Benefits,  council tax and benefits operations, and the social inclusion ICT programmes / projects

IT Net

Responsible for mainstream ICT development, operations and support.

A number of the Directorate’s services are of course support services to internal City Council Directorates and elected members but they also include a substantial number of services provided directly to the public. In addition, the Directorate provides a range of services to the Greater Manchester Police Authority (GMPA) funded through a service level agreement.

Following a recent Best Value Review of the strategic options for Support Services, the Directorate has re-examined its objectives and the linkages with the City Council’s corporate priorities (known as the six pledges). 

In order to build upon our successes and improve services across the areas of its responsibility, the Directorate will place paramount importance on the needs of our customers, whether they be members of the public or internal customers.  

LINKAGES WITH THE CITY COUNCIL PLEDGES AND SALFORD COMMUNITY PLAN

All of the Directorate's functions fall within the parameters of the heading "SUPPORTING THE PLEDGES" to assist front line colleagues in achieving the six main pledges.

There are, however, more direct links to the pledges and the Salford Community Plan and examples of these are:-

PLEDGE / COMMUNITY PLAN THEME
HOW CORPORATE SERVICES SUPPORTS THE PLEDGES

AND COMMUNITY PLAN THEMES

1  Better education for all
Community Plan -

A learning and creative City
· Support given on information technology to schools and the community including effective equipment and internet access

· Social inclusion / ICT projects including outreach training

· Information, advice and guidance provided to customers about accessing services, products and their rights / responsibilities

2  Quality homes for all

Community Plan - 

A City that's good to live in
· Administration of 28,000 Council Tax and Housing Benefits claims each year

· Supporting landlords in provision of benefits and work undertaken through the Landlord Accreditation Scheme

· Links and liaison with housing providers to encourage benefit take up

· Home swop scheme - legal and financial input

3  A clean and healthy City
Community Plan -

A healthy City
· A call handling service enabling direct access to information, products and services provided by Environmental Services

· Contribution to environmental objectives through the use of document management system – enabling  a paperless office environment

· Access through the internet to electronic information about products and services offered by the City Council
· Energy audit facilitating a reduction in energy consumption
· Purchasing policy takes account of environmental factors
· Office re-cycling activity

4  A Safer Salford
Community Plan -

A safe City
· Undertaking criminal prosecutions

· Enforcement and regulatory action e.g. planning breaches

· Responsibility for Emergency planning 

· Creation of a new team in Legal Services to enable the powers available under  the Crime and Disorder Act to be fully utilised

· Licensing of places of entertainment as well as safety checks on  taxis
· Close liaison with police and enforcement agencies

· Reduction in poverty  through provision of ‘safety net’ income provision and promotion of improved benefit take-up, thus assisting in reduction of crime
· Measures to safeguard public funds and reduce benefits fraud
· Door-safe scheme for licensed premises 

5  Stronger Communities
Community Plan -

An inclusive City with stronger Communities


· Close links with Landlords and Community Groups to ensure that they are aware of their entitlements and responsibilities

· Levering monies and grants to provide assistance, ICT facilities and  community capacity building for deprived areas

· Holding a range of customer participation and consultation forums including customer surveys

· Support to community committees, particularly through social inclusion / ICT programmes

· Better access to services through its call handling service and ICT and benefits outreach facilities

· Collection of Council tax to ensure even distribution of services to the community

· Greater access to e-Government services via libraries and improvements to on-line information and services
· Consultation with the community about the Council's budget twice each year
· Provision of administrative and financial support to community committees
· Community Legal Advice Salford Partnership
· Project management and facilitating projects community facilities/ libraries to ensure appropriate ICT facilities are provided throughout the city.

6  Supporting young people
Community Plan -

A City where children and

young people are valued
· Providing placements for young people including participation in the Pool Junior scheme

· Participation in work experience opportunities for students

· Providing a gateway to other Directorates by acting as the customer champion

· Provision of annual road-shows for Universities

· Participation in the City Council education mentoring scheme

· Assistance and advice for  supported tenancies

· Capacity building through ICT projects

· Access to employees, customers and services for students undertaking research as part of their coursework
· Consultation with youth groups about the council’s budget

Community Plan -

An economically prosperous

City
· Sound financial planning, targeting of resources 

· Sustainable and balanced budget

· Ensuring Council tax does not exceed reasonable levels balanced with the need for quality services
· Improved methods of  cash collection, including on line payment of bills
· Skills and capacity building to enable community members achieve their full potential and access jobs and exploit emerging markets

CUSTOMER LED “VITAL” SERVICES

This is the Directorate mission (or vision). This means that for every activity or task that we carry out, regard needs to be had to what the customer wants. 

In order to strengthen our commitment to customer led vital services, the Directorate senior management group has identified six key areas where work needs to be concentrated over the next 4 –5 years. These areas have been developed following detailed consultation with our internal customers and appear in full in our Strategic Performance Improvement Plan (see Appendix 2).  In addition, each service area within the Directorate has developed its own Operational Performance Improvement Plan (see Appendix 3) which essentially provides a business plan for individual service areas over the same period.

This Service Plan therefore draws upon our Strategic Performance Improvement Plan and sets short term targets for the 2002/2003 financial year. Also included in the plan are team based Management Performance Indicators (see Appendix 1), which have been redesigned to measure more accurately achievement of “Core” activities by setting stretching targets aimed at continuous improvement.

The following details have been extracted from the Strategic Performance Improvement Plan and summarise targets to be achieved during 2002/03:-

SERVICE LEVEL AGREEMENTS AND SERVICE STANDARD

The Directorate will re-instigate negotiations with customer directorates to determine the level of services required, based upon actual need. Part of this process will involve providing customers with meaningful information about both quality and cost which will enable them to gauge whether they are being provided with good performing services which offer value for money.  These negotiations will commence from the current year and will be supplemented by quarterly review meetings throughout the year with all Directorates. Information from this process will be used to determine budgets and appropriate levels of staffing.

PERFORMANCE MANAGEMENT AND BENCHMARKING

Performance Management and benchmarking has been recognised to be an area where there needs to be Council wide improvements. The Corporate Services Directorate has reviewed its management performance indicators (PI’s) and each team has now produced indicators which measure more accurately whether services are performing well or not (see Appendix 1). 

The indicators consist of statutorily required Best Value performance indicators and “Key” management indicators, which show whether we are delivering our day-to-day core business. Supplementary to these indicators, each team within the Directorate has now published an Operational Performance Improvement Plan (PIP) which details service improvements, which they intend to implement over the next 5 years.

The service plan and performance improvement plans will be our short, medium and long term planning documents and they will also be essential tools within the individual performance appraisal process.

Systems have now been put in place to increase the frequency with which these indicators are monitored in order to take action to rectify any areas which are performing poorly, as soon as possible.

Reporting frequency of targets:-

· Reports on Management PI’s, Strategic and Operational PIP’s monthly to Senior Management Group and quarterly to elected members

· Each service area to undertake process benchmarking to commence from 31st March, 2002 with results being developed into actions to feed into the following year’s service planning process

These activities will enable the early identification of any necessary remedial action for those areas which are not performing well or fail to meet agreed improvement targets.

CONSULTATION AND COMMUNICATION

Consultation with the Directorate’s customers (both internal and external) and communication with staff are critical components to ensuring that the services provided accurately match what our customers want. In addition to the SLA process previously mentioned, the following actions are planned  :-

· Develop an annual Directorate consultation plan with a requirement to consult customers at least once every two years from December, 2001
· Develop an annual customer satisfaction index from December, 2001
· All service areas to develop service specifications detailing standards by March, 2002 (with documents being reviewed on an annual basis) 

· More effective use of the Council’s intranet site with access to for eg. minutes of meetings, performance, regular updates on major initiatives, key policies and guidance  from December, 2001

· All service areas to have team meetings on (at least) a monthly basis from December, 2001
· All members of staff to be appraised by 31st December each year
· Biennial staff satisfaction survey to be conducted initially from June, 2002 
· Quarterly Directorate team leader meetings (Already commenced)
INNOVATION AND PARTNERSHIP

The Directorate recognises that there must be potential to learn from others and to pool resources and work more effectively by entering into partnership with others. It therefore intends to undertake the following actions :-
· Continue the co-ordinated roll out of the customer contact strategy in accordance with our 5 year plan (identified through the Business Process Re-engineering programme).

· Work closely with the Salford Partnership to join up gateway access to services, including  scoping pilots to test face to face access requirements from April 2002.

· Work in collaboration with national, regional and sub-regional groups to develop and influence E-Government policy and lever Local Government On Line funds to maximise potential for delivering Electronic Service Delivery.

· Development of “Salford Advance” including the creation of a new semi-autonomous partnership organisation by June, 2002

· Draw up specification, advertise, invite to tender, evaluate and monitor a contract for Legal Services Partnership by 31st December, 2002

· Explore potential for partnerships across the Directorate but particularly in the following areas by 31st March, 2003:

· Customer Contact Centre

· Out of hours Telephone Service

· Internal Audit

· Printing/Reprographics 

· Develop a corporate business case for tele-working and support at least six people in working from home commencing from April, 2002.
· Further development of the SAP system including recruitment (by April, 2002), training (by September, 2002) and property management (by March, 2003) and a review of associated business processes 

· Engage in further soft market testing with alternative providers/potential partners to explore potential for service improvements by 31st March, 2003
STAFF DEVELOPMENT AND MANAGEMENT

Staff are our most valuable asset and as such we must make sure that they are provided with the necessary skills to be able to carry out their duties effectively. The following areas represent where the Directorate intends to concentrate its activities:-

· All job descriptions, person specifications and selection procedures to be reviewed for all future team leader appointments (and with a view to preparing for the introduction of job evaluation) by 31st March, 2003
· Consider the potential for establishing a “recruitment pool” for temporary jobs by 30th April, 2002
· Rolling programme of staff training to be compiled by 31st March each year and the years training commitments to be achieved by 31st March each year

· Quarterly newsletters to be issued to all staff about developments in the Directorate from 1st January, 2002
· Review and provide refresher training of the delegated budget management guidelines by 31st March, 2002.  Train further managers in the use of SAP by 30th April, 2002 and implement full delegated budget management by 1st May, 2002
· Review and agree budget preparation process (including budget managers) by 31st July, 2002
· In conjunction with colleagues from Personnel consider potential for expanding customer care training in the Directorate and across the City Council by 31st July, 2002
· Review adequacy of budget provision to support the annual training plan by 30th September, 2002 with a view to enhancing resources for the 2003/04 training plan

CHANGE MANAGEMENT

· Implementation of the Directorate’s plans striving for continuous improvement across the whole range of its services, will be dependent on a successful change management programme. A methodology is currently being devised (with an intention for eventual corporate application) and is scheduled to be launched by June, 2002

· The role of senior and middle managers in the change management process requires strengthening. A discussion document putting forward proposals to achieve this end to be published by March, 2002 

· The Directorate is currently developing a project management tool (PRINCE 2) to be utilised as part of the change management process. This tool will be finalised by April, 2002 and staff will be trained in its use from July, 2002
· Further development of the SAP system will be pursued and investigations will be continued to ascertain whether the property management function and document imaging would benefit from integration into the system by 31st March,2003
· Implementation of the benefits verification framework by 31st March, 2003
· Undertake a fundamental review of support to Democratic Services by June, 2002

COMMUNITY PRIORITIES

An analysis of Community Action Plans has identified the following examples of where we currently make a contribution to local working :-

· Provision of Committee Services and link officer support to Community Committees

· Budget consultation with the  Community and representative groups

· Devolved budgets to Community Committees

· Legal Services involvement in crime reduction initiatives in particular localities e.g. Anti-Social Behaviour Orders, Parenting Orders, etc

· Community Legal Advice Salford Partnership

· Development of three ICT learning centres:

· Community Resource for Education and Social Training in Charlestown

· Salford Link, a group based in Eccles which focuses on ethnic minorities

· Council for Voluntary Services, a lead organisation for community and voluntary groups based in Eccles.

· “Salford Speaks” a community web portal site

· Contribution to the Community Strategy Improvement Team

CONTINUOUS IMPROVEMENT

The whole of the Directorate’s approach to forward planning and target setting is based upon achieving continuous improvement. In terms of external quality accreditation, this year the Directorate proposes to :-

· Achieve Investors in People (IIP) across the Law and Administration Division and LEXCEL specifically for Legal Services by March, 2003
· Charter Mark for Salford Direct by March, 2003
· Community Legal Services Quality Mark for the reception area  by March, 2003
CONSULTATION

The Directorate’s strategic performance improvement plan (see Appendix 2) provides details of our new approach to consultation with our customers, which commences with the development of an annual Directorate Consultation Plan (shown as a draft at Appendix 4).

It is important to bear in mind however, that both the content of this service plan and our performance improvement plans will themselves be the subject of consultation at a strategic and an operational level. 

RESOURCES

The resources available to the directorate in 2002/03 are identified below. The number of staff employed by the directorate has increased significantly since the establishment of the customer contact centre and financial support group. The details provided below are correct  at the time of publication of this service plan.

Staffing

Division
Number of Posts

Head of Service
1

Law and Administration
145

Finance
191

Salford Advance
34

IT Net
96

Customer Services (including Salford Direct)
231

Strategy Development
5

Total
703

Financial

Division


Gross Budget

£
Net Budget

£





Law and Administration
6,064,000
319,000

Finance
6,025,000
2,054,000

Salford Advance
1,698,000
-340000

IT Net
5,468,000
354,000

Customer Service (including Salford Direct)
5,503,000
3,389,000

Strategy Development
185,000
185,000

Total
24,943,000
5,961,000

� EMBED MS_ClipArt_Gallery.5  ���





� EMBED MS_ClipArt_Gallery.5  ���





� EMBED MS_ClipArt_Gallery.2  ���





£





£





DRAFT





SERVICE PLAN


2002/03








_1073066964

_1073112085

_1073065444

