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Customer Satisfaction - Salford Direct

Why have we chosen this objective?

· Customer satisfaction is core to the service, and needs to be more proactive

· Customer consultation and methods are patchy in some areas

· Fewer complaints will lead to a more cost effective service

Benefits to the Customer

· Stronger and more direct relationships with the customer

· Better use of IT systems to aid service planning

· More proactive marketing of the service will help meet customer expectation and improve service take up


 Performance Indicator:

· BVPP 184 – Satisfaction of clients.

· % of customers satisfied with the overall service.

Four-Year Improvement Plan:

· Development of a comprehensive consultation plan with customers and key stakeholders.
· Develop an effective plan for future customer contact and access to services.
· Develop and implement a suite of key performance indicators for face-to-face customer enquiries.
 Milestone Targets
Year


02/03
· Develop rolling programme to survey customers

· Discussion with partners and external providers to join up customer consultation / access.

· Apply for CLS accreditation.

· Apply for Charter Mark accreditation.

· Training and involvement of staff to increase awareness of consultation issues.

· Continue development of staff to recognise national standards through appropriate NVQ awards.

· Develop feedback mechanisms through SLA’s with key stakeholders.

· Implementation of replacement systems for Cash Receipting and Business Rates.

· Implementation of VBAF and Benefit Claims Management systems.

· Continued rollout of CITIZEN systems.



03/04
· Test and rationalise PI’s



04/05
· Implementation of replacement system for Council Tax / Benefits.

· Evaluate effectiveness of PI’s.





Objective Owner: Salford Direct Management Team

External Partners / Stakeholders:

All Directorates

Various suppliers 

Employment Agencies

Landlords and Housing Providers

External Partners  - Benefits Agency, Employment Service

BFI

Beneficiaries of service

Key tasks to deliver objective:

· Frontline services to undertake monthly customer satisfaction surveys.

· Actively participate in benchmarking with AGMA authorities and private sector partners.

· Carry out staff satisfaction survey.

· Implementation of Salford Direct communications strategy.

· In consultation with customers, carry out a specific review of key documentation/procedures/web site.

· Development of a customer focus group.

MAYORALTY

Objective: To review the Mayoralty Service to ensure that its Stakeholders receive the level of service they require and to ensure that potential new Stakeholders are identified and made aware of the service.

1. Why we have chosen the objective:

This objective has been chosen so that the Mayoralty service can challenge the way it provides the current service and why the service is provided in its present form. We need to ensure that we are proactive in promoting the Mayoralty and the City as a whole.

This improvement plan will give the opportunity to explore new working methods and forge new partnerships both internally and externally.

2. Measurement objectives:

Performance indicators:

a. Benchmark against two other Mayoralty service providers

b. Compare the Quality of Service provided by the Mayor/Deputy Mayor

each year

c. Continue to undertake customer satisfaction surveys

d. To explore new ways of promoting the Mayoralty service with attention to minority groups

Improvement Targets:

· Undertake customer satisfaction questionnaires to ensure the quality of the service improves

· Look at the possibility of an amalgamation of the Mayoralty and Members staff to find out if the two services could be run side by side and if so ascertain if a better or worse service would be provided to stakeholders by 31st October 2001

· Invite stakeholders and potential stakeholders to a consultation meeting to determine perceptions of the service by 28th February 2002

· Collect and compare benchmarking information by 31 March 2002

· Use the benchmarking information to formulate an action plan by 2002/2003

· To explore the possibility of preparing clear responsibilities for the Mayor/Deputy Mayor. This will need the backing of the Political Leadership to ensure this is driven forward. 2002/2003.

· Review changed made to the service and compare to the customer satisfaction surveys to service improvement by 2002/2003

Milestone Targets:

· Invite stakeholders and potential stakeholders to a consultation meeting to determine perceptions of the service by 28th February 2002
· To explore the possibility of preparing clear responsibilities for the Mayor/Deputy Mayor. This will need the backing of the Political Leadership to ensure this is driven forward. 2002/2003.

3.     Delivery objectives:

Objective owner:
Cathy Pickup, Olwyn Banner, Frank Reid

External Partners:  Two other Local Authorities yet to be identified for benchmarking

Key tasks to deliver the Objective:

Identify the two Local Authorities to benchmark against

Identify minority groups and potential stakeholders 

Gain political endorsement for clear responsibilities for the roles of Mayor and 

Deputy Mayor

3.	Delivery of Objective





To increase the capacity for change management within the City Council through effective Business Process 


re-engineering in order to enable continuous improvements in council services








Performance Indicator:  Best Value PI 157 - Electronic service delivery





4 Year Improvement Target:  To position SPRINT (Salford's process re-engineering involving new 


           technology) as the City Councils strategic approach to support change 


                 management





2.3	Milestone Targets:








Year�
�
�
01/02�
Deliver planned projects as contained in ongoing E-Government Pathfinder programme 


(see Intranet for specific projects and targets)�
�
02/03


03/04


04/05�
Continued dissemination of best practice in accordance with  E-Government roll out including:


Training is use of method


Refinement of method based on experience�
�


















2.	Measurement of Objective





1.	Why we’ve chosen the objective





Objective:


To respond to the need to review the Councils business processes, primarily in order to deliver E-Government targets contained in BVPI 157





Objective Owner:  Ewen Locke - BPR Team Leader





3.2	External Partners:  Salford University and Manchester Business School





Key Tasks to deliver the objective





Develop BPR skills / strengthen resources


Promote / encourage customer involvement in projects


Establish and launch Centre of Excellence


BPR resource involvement in strategic / directorate changes and system acquisitions


Continuity of partnership with Salford University and Manchester Business School


Disseminate / train methodology to internal customer representatives








CORPORATE SERVICES
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To facilitate Salfords ongoing E-Government programme and achievement of BVPI 157


To disseminate E-Government experience and knowledge within the City Council and across the local government family


To exploit fast growing internal skills, services and products focussed on the E-Government agenda by generating income for the partnership from external consultancy services,  Research commissions and E-Government centred products


To increase the capacity for change management within the City Council through the role and functioning of Advance





2.	Measurement of Objective





Performance Indicator:  Best value PI 157 - electronic service delivery





4 Year Improvement Target:	To establish the partnership in order to provide internal and external 


E-Government centred products and services involving Salford City Council, Salford University and Manchester Business School





Milestone Targets:





Year�
�
�
01/02�
Create a new semi-autonomous partnership organisation.  The new organisation would remain within the City Councils control but have it's own identity


Set up a formal partnership agreement between all parties


Launch the partnership embodied in Salford Advance Ltd�
�
02/03�
Evaluate the effectiveness/viability of the partnership and devise future strategy�
�
03/04


& 04/05�
Consider following initial years operation�
�


















3.	Delivery of Objective





Objective Owner:  Mike Willetts





External Partners:  Salford university and Manchester business school





Key tasks to deliver the objective:





Agree detailed organisational structure for both Salford Advance (internal work for City Council) and Salford Advance Ltd (external consultancy and research work) and arrange staffing involving secondments and new positions as necessary


Devise business/marketing plan for Advance Ltd


Devise detailed partnership arrangements including set up of PLC, management control arrangements, financing etc


Launch Salford Advance


Launch Salford Advance Ltd





Objective Owner:  Mike Willetts





External Partners:  Salford university and Manchester business school





Key tasks to deliver the objective:





Agree detailed organisational structure for both Salford Advance (internal work for City Council) and Salford Advance Ltd (external consultancy and research work) and arrange staffing involving secondments and new positions as necessary


Devise business/marketing plan for Advance Ltd


Devise detailed partnership arrangements including set up of PLC, management control arrangements, financing etc


Launch Salford Advance


Launch Salford Advance Ltd





1.	Why we’ve chosen the objective





Objective:  Creation of a partnership for E-Government solutions embodying: Business process re-engineering, change management, technical consultancy services, ICT training and project management services





Objective Owner:  David Hunter  E-Government Services Manager





External Partners:  Salford University and Manchester Business School , Other Pathfinder Authorities





Key Tasks to deliver the objective





Develop Technical skills and strengthen resources


Establish firm relationships with Directorate E-Envoys and Management Teams.


Create and maintain an annual financial budget for research and development of ICT products and solutions. (Capital pump priming investment).


Establish firm relationships with Academic partners, other Authorities and 3rd party technical solution providers.


Promote and encourage customer involvement in product evaluation and solution development.











3.	Delivery of Objective





Performance Indicator:  Best Value PI 157 - Electronic service delivery





4 Year Improvement Target:  


Develop a culture of project working and knowledge integration.


Development of performance indicators within E-Government Services.


Increase usage of Intranet and e-mail to publicise strategies.


Provide workshops / open days to demonstrate products and solutions.


Encouragement of people with knowledge and/or interest to work with E-Government on a project basis.


Increase I.T Skill transfer via partnership projects.


Greater working relationship with Microsoft as a development partner.


Develop funding streams from public/private/grant sectors by building R&D as centre of technical knowledge.





Milestone Targets:





Year�
�
�
01/02�
Deliver planned products as contained in ongoing E-Government pathfinder programme, IEG Statement and Research & Development plan.�
�
02/03


03/04�
Evaluate the effectiveness of the current E-GOV and R&D programme, and devise future strategy. Continue solution development based on IEG statement and new plan.�
�
04/05�
�
�















2.	Measurement of Objective





To ensure that Salford meets its product milestones, set within the E-government programme and achievement of BVPI 157.


To ensure that the Council is made aware of the potential ITC solutions that would aid its overall business and service strategies.


To ensure that the Council maximises its investment in ITC solutions throughout the Organisation, during development and implementation.











1.	Why we’ve chosen the objective





Objective:


To provide strategic advice and lead the development and delivery of I.T Solutions relating to the Councils E-Government and Research & Development Programme.





Objective Owner:	Eric Halton, Head of IT Net





External Partners:	Various external suppliers that will be reviewed


Potentials for partnerships will be assessed where necessary to improve services





Key Tasks to deliver the objective:





Strengthen customer facing roles


Attend Directorates team meetings to initiate quarterly user group forum to establish reps and then launch


Liaise with the Project Support Office and re-align the role of operational services to provide dedicated customer facing roles 


Implement performance management reporting and initiate benchmarking as part of SOCITM north west group


Service availability and delivery


Improve responsiveness of technical support through emerging technology and increased use of help desk as the single ICT focal point


Improve responsiveness of project based implementation service by close working with the project support office and defining the process of prioritising 


Consider future roles of external suppliers to strengthen the support function 


Business continuity strategy embodying all aspects of the ICT infrastructure


Modernising ICT and investment


Removal of mainframe and rationalisation of mid range machines


Replace core software products including revenues and benefits


Implement new help desk system


Exploit the use of the infrastructure 


Close working relationships with Salford Advance and Customer Services to ensure the ICT infrastructure enables the City Council to meet E-Government targets and provides IT facilities to citizens, businesses and public bodies within agreed timescales











3.	Delivery of Objective





Performance Indicator:	Establish IT Net customer user group forum 


Implement / re-introduce customer facing role 





4 Year Improvement Target:	To improve relationships with customers.  To ensure appropriate plans are


devised and implemented that will result in improved performance that can be monitored


Milestone Targets:





Year�
�
�
01/02�
Establish quarterly customer user group forum


Appoint/establish IT Net performance management officer�
�
02/03�
Devise and implement service delivery and availability plans


Devise and implement ICT modernising investment plan


Implement customer facing roles 


Extend generic working in the development, operational and support areas�
�
03/04�
�
�
04/05�
�
�


















To improve ICT service delivery and ensure availability


To modernise the ICT infrastructure and application portfolio


To strengthen customer facing roles





2.	Measurement of Objective





1.	Why we’ve chosen the objective





Objective:


To establish closer links with customers and strive towards improvement in service delivery and availability





Objective Owner:  Dave Rogers, Desktop Service Manager





External Partners:  A number of external suppliers whose services will be reviewed regularly.  Close working relationships with external suppliers will continue as a forum to share knowledge, new initiatives and resources





Key Tasks to deliver the objective:





As part of IT Net establish a user group forum for customers


Roll out of Enterprise Management facilities (Network based Virus protection, Remote Control, S/W Distribution)


Close working with the Help Desk to establish an electronic knowledge base to enable speedier response times


Continued action on integration/convergence of systems 


Expand/manage capacity to enable IT facilities to citizens, businesses and public bodies:


Library public access (Via Peoples Network)


Web hosting and ISP facilities


North West Learning Grid (exploiting links)


Review effectiveness of help desk system





3.	Delivery of Objective





Performance Indicator:	Network bandwidth utilisation and response times


Availability of Network, Routers and Servers


Call volumes, Fault resolution and closure via IT Net Help Desk system





4 Year Improvement Target:  To improve customer relations as part of IT Net.  To monitor and review performance 


and actively pursue improvements where required.  To implement/integrate systems to enable more effective and efficient joined up services to customers


Milestone Targets:





Year�
�
�
01/02�
Integration of Active Directory into the Help Desk system to improve front line service


Implementation of a 5 year framework agreement on procurement of hardware and services 


Instigate convergence of systems - voice, video and data communications network�
�
02/03�
Continue expansion of Web hosting and ISP facilities for Community Groups, SME’s and Public Bodies


Expansion of linkage to GMING Network


Review effectiveness of help desk system in tracking and monitor performance


Increase Public Access to IT Facilities via Peoples Network�
�
03/04�
Exploration of linkage to NHS Net�
�
04/05�
�
�


















2.	Measurement of Objective





To improve relationships with customers as part of the IT Net performance improvement plan


To ensure the use of the City Councils investment in IT is maximised and that it enables service improvements


To continue to ensure that systems and infrastructure are modernised to support the City Council as it strives to meet EGovernment targets 


To improve performance monitoring and benchmark against other councils 





1.	Why we’ve chosen the objective





Objective:


To continue to build on the foundations implemented during 200/01 in providing a seamless, streamlined and responsive desktop service to customers





Performance Indicator		Customer Satisfaction Level





4 Year Improvement Target:		To establish a baseline satisfaction level in 2002/03 and 


to undertake consultation every two years targeted at an improvement in the satisfaction level.





Milestone Targets:	Targets to be determined following consultation exercise in 2002/03





Year�
�
�
01/02�
Develop accountancy service consultation plan�
�
02/03�
Undertake consultation with service users / stakeholders – Sept/Oct 2002


Analyse results and overall satisfaction level


Identify areas for improvement and develop action plan to address them


Feedback results and proposed actions to consultees


Implement actions�
�
03/04�
Implement actions�
�
04/05�
Undertake bi-annual consultation as in 2002/03�
�


















3.	Delivery of Objective





Objective Owner:	Geoff Topping





External Partners	Not applicable





Key Tasks to deliver the objective


Set up small team of accountancy staff to undertake consultation (GT)


Determine the ranges of accountancy services provided (Team)


Determine accountancy customers/stakeholders (Team)


Consider most appropriate method of consultation	(Team)


Develop basis of consultation e.g. questionnaire (Team)


Undertake consultation(Team)


Analyse results (GT/CH)


Feedback results to Accountancy Group Leaders (Team)


Determine actions to address issues raised(Group Leaders)


Develop implementation plan(Team)


Feedback results and proposed actions to customers(Team)


Monitor delivery of implementation plan (Group Leaders)











A number of issues were raised by Directors and senior managers during the Strategic Review of Support Services about the need for regular consultation and liaison in relation to the accountancy service, to ensure that the service is responsive to users requirements.





2.	Measurement of Objective





1.	Why we’ve chosen the objective





Objective:	To ensure that the Accountancy Service meets the needs of customers by undertaking regular effective consultation.


		





Objective:	To maximise the Council’s investment in the SAP resource management system.





1.	Why we’ve chosen the objective





2.	Measurement of Objective





The initial SAP implementation phases were completed in March 2001. It is proposed to further develop and implement where appropriate further functions of the system to bring about improvements in efficiency and improved management information.





Objective Owner:	Geoff Topping





External Partners	PricewaterhouseCoopers / Pecaso / SAP / Sun








Key Tasks to deliver the objective





Detailed project plans will support each of the above developments.





3.	Delivery of Objective





Performance Indicator		Completion / Implementation by target date





4 Year Improvement Target:		Additional functions implemented





Milestone Targets:





Year�
�
�
01/02�
Initial review of SAP implementation completed (Jul 2001)


Supporting processes reviewed and improved where appropriate (ongoing)


SAP Recruitment implemented (March 2002)


Review hardware capacity and archiving arrangements (March 2002)


Decision taken on the business case for the implementation of SAP Property Management�
�
02/03�
Outsourced document imaging arrangement in place for payment invoices (April 2002)


Security access to SAP reviewed for all users (May 2002)


SAP Training and Event Management implemented (September 2002)


Complete planning document for further phases of SAP Recruitment (June 2002)


Consider the use of SAP for stores and complete business case (September 2002)


Review and provide further training to all users as appropriate based on needs assessment�
�
03/04�
Consider the use of SAP for job costing and complete business case (December 2003)


Consider the use of SAP for activity-based costing and complete business case (December 2003)�
�
04/05�
Implementation of approved developments�
�


















Objective: To set and meet customer satisfaction levels








2.Measurement of objective





3. Delivery of objective








