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Foreword from Lead Member and Strategic Director 

Welcome to the Customer and Support services Directorate 2009/12 Business Plan.

The business plan sets out our achievements for 2008/9 and looks forward to the challenges and our aims for the coming 3 years. 
2008/9 saw our Directorate embark upon an ambitious and wide range of service improvements where every single service contributed a great deal to the council’s transformation programmes, all of this alongside maintaining an effective and efficient range of our day to day operational services. Some of the more notable achievements include:

· Think efficiency…here we have helped to lead the programme as a whole and substantially contributed to the design of new service and process models to bring about improvements in front line services, back office efficiencies and building organisational capability for the future. Outstanding work on enhancing our HR policies, practices and tools and procuring and developing ICT solutions will provide a crucial platform on which to deliver the planned changes in 2009 

· Customer services… A key piece of creative design work was done in 2008, building a future vision and operating model for customer access, to provide our citizens, businesses, families and communities with more accessible, responsive and joined up services for the future. 2009 will see the start of the implementation of the improved service model

· Gateway centres… We helped to bring about the successful implementation of the Walkden and Eccles Gateway Centres, both of which went live as planned and the official openings have taken place. The Pendleton Centre also opened to the public in February with the official opening to follow. The centres have proved to be very successful with approximately 600 visitors per day using the facilities. This programme has taken a real team effort involving many people. These centres are groundbreaking and will transform services to our citizens.         

· Customer access: Single customer account… We have developed a system to allow us to create a cross channel (telephony, face to face and web) Single Customer Account facility in line with the principles of the Customer Service strategy which states that the council should have a single view of the customer regardless of which department they have contacted and which channel they have used. This solution will facilitate personalised customer self service to an extensive range of online transactions. 
· Enterprise content management system. This forms part of a range of ICT enablers in development to support the think efficiency and related service improvement programmes of the council. The system was procured in 2008 and will radically improve the way the council captures, shares, stores and manages information and documentation. A number of associated enhancements to the ICT infrastructure were successfully carried out in 2008  to provide the technical operating environment we need for the future, bringing greater resilience, reliability and efficiency 
· BSF. The BSF team has been working with the 2 remaining bidders over the last 12 months to develop their proposals, the process for which will be concluded by the end of March 2009 at which time they will submit their final bids. During this period the team has worked with both bidders and colleagues from Childrens Services and Partnership for Schools to achieve a new build solution at all 8 Secondary schools to be improved under the Salford BSF programme. This is a significant improvement on the original proposal in the Outline Business Case submitted in June 2007, which only allowed for 5 new builds and 3 refurbishments. The main focus for the team in 2009/10 will be the appointment of a preferred bidder early in the year, with a view to reaching Financial Close in autumn 2009, at which point works to deliver the first 2 new schools will begin.
· 4*CPA benefit assessment. This reflects the standard to which the service operates and is the highest score possible. The 4*rating is an indication that the service being provided is efficient and effective, something that has been increasingly relevant during the current economic climate. 
· Creditor Today award.  Our Creditor Payments Team won an award from Credit Today magazine for the best payment culture, defeating the best of the private sector in the process.  This prestigious award was a just reward for the team who have proved through national and regional benchmarking that they deliver a high quality, low cost service.
· The financial health of the Council has contributed towards maintaining a 3-star CPA rating for the use of resources in 2008. One of the five categories, internal control, improved from a 3 to a 4-star rating, whilst the remaining four categories sustained their 3-star rating. Of the eleven sub-categories, two sustained their 4-star rating, promoting external accountability and ensuring probity, one improved from a 3 to a 4-star rating, managing risk, seven sustained their 3-star rating, whilst one, financial reporting, reduced from a 3-star to a 2-star rating, due to issues over the reporting of financial instrument values.  
· Enhanced Registrars service/relocation to Civic. The Registrars have now settled into their new suite at the Civic Centre. Efficient new nationality checking service and citizenship ceremonies. Also, new registrars service provision at Walkden Gateway Centre 
· Housing stock transfer.  All divisions of the directorate worked together in support of the transfer of 14,000 Council houses to City West Housing Trust last October, demonstrating an excellent example of corporate working to achieve a major outcome for the council.
These are just a few brief highlights from what has been an exciting and highly successful year.

This business plan sets out our directorate target outcomes and aims for the next 3 years, made up of a detailed plan for 2009/10 and an overview for 2010/11 and 2011/12. In addition to this, each division within the directorate will have its own business plan which articulates the contribution that individual teams will make towards the achievement of our directorate and council goals.

Cllr Hinds and I very much recognise the levels of hard work and innovation that individuals and teams continue to provide and I know that we can continue to rise to new challenges and look forward to another productive and successful year in 2009.
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Alan Westwood Strategic Director
Cllr Bill Hinds Lead Member  

Customer & Support Services 
Customer & Support Services 
Section 1:
Who We Are 
Vision
The Customer and Support Services directorate plays multiple roles in providing front-line customer access services, legal and financial governance and compliance functions and back office enabling advice, services and solutions. The Directorate is at the heart of the Council’s transformation programmes, focused on providing solutions for front line, back office and policy making and performance management functions. 

Our vision for the next three years is a simple and direct one. 
We must build on our successes and capacity building to date to achieve increased levels of tangible, measurable value to Council services and in turn, better value to citizens, businesses, families and communities. 

Aims 
The directorate’s three strategic aims are focussed on providing advice, services and solutions which:
· Improve Front Line Services
· Improving Back Office Functions, and

· Strengthen policy and strategy making and performance management
Within these aims the key priorities will be:-
	Improving Front Line Services
	Improving Back Office Services
	Strengthening Policy and Practice

	Improving customer service
	Delivering the Think Efficiency programme
	Improving organisational development

	
	Developing service collaboration with other organisations
	Improving equality and diversity

	
	
	Improving Governance

	
	
	Reduce carbon emissions

	
	
	Strengthening management of resources


Section 2:
Our achievements – an evaluation

Headline achievements

Cross Directorate

· Supporting housing stock transfer

· Savings of £945k
· Launch of Think Efficiency review

Human Resources
· Get On North West Award (with Distinction)
· Pay Review first phase completed

· One Council induction introduced

· Successfully supported BSF 
Customer Services

· Successful launch of the Gateway Centres

· Four star accreditation of the Benefits Team including overpayments and investigations

· Increased range of services within the Contact Centre

· Customer Services Academy 

· Charter Mark (Service Excellence)

· Residents trained in how to use ICT

· Significant involvement in the development of the Citizen CRM system 

· ‘Tell us’ Once national pilot 

· Development of the Single Customer Account

· Development of the Customer Service Strategy

Finance
· Benchmarking results – maintaining high quality / low cost services
· Creditors – Credit Today award

· 3 star use of Resources CPA assessment

· 19 External computer audit clients 
Law & Admin

· Deliver Salford element of Transport Innovation Fund (TIF) referendum
· Attracted fresh work streams from other parts of private sector to provide better outcomes for Crime & Community Safety
· Instigate new framework for dealing with complaints against members

· Registrars – Efficiency of new nationality checking service
· Registrars – New service provision at Walkden Gateway Centre

ICT
· Procuring and developing ICT solutions for think Efficiency

· Implementation of Citizen

· Enterprise content management system

Progress against last year’s plan

Customer and Support Services use the balanced scorecard approach to business planning. Below is an evaluation of the Directorates 2008/09 strategic achievements. 

The five divisions contribute to the strategic priorities through their own divisional balanced scorecards through action plans and activities which are detailed in the Performance Management Framework (PMF). Risk action planning is incorporated into the action plans by identifying new threats or opportunities to service delivery for that year with a start and finish date for required actions. 

Learning and Growth
We have continued to support and develop our strategy and practice for developing leaders at all levels. Transform IN Salford continues to be a key element of our strategy for developing managers and supporting other council priorities. Improvements have been made to the appraisal process.  Significant progress has been made in partnership with the trade unions in relation to skills for life, resulting in the Council achieving the Get On Award (with distinction) in November 2008. A new corporate organisational development and training function is being developed to be implemented in 2009/2010.
 A workforce planning model has been developed and directorates are being supported in development of workforce/development plans. Sickness absence continues to be closely monitored and improvements have been made to support arrangements and information handling. The job evaluation phase of the pay and grading review is complete and work has continued in relation to pay modelling and options for pay structures. 

Customer 

The customer Services Division has continued throughout 2008/9 to develop the corporate customer contact agenda, with a significant number of initiatives being developed. Key elements of this programme have been the successful launch of the Gateway Centres which in partnership with the PCT are delivering ground breaking face-to-face services to local residents.  The revised Customer Services Strategy has also been launched to support the Think Efficiency Programme, setting clear aims and objectives around how customer contact will evolve over the next three years.  In addition we have also recorded a 4-star CPA assessment for the Benefits Service and have maintained our performance in terms of debt collection, despite what has been a challenging climate financially for those living in the city         

Finance

The Finance Division continued to improve service delivery and financial processes.  Institute of Public Finance (IPF) benchmarking demonstrated high quality/low cost service provision across all of its services, with debtors, creditors and internal audit showing the best results.  A strengthened 3-star Comprehensive Performance Assessment (CPA) was achieved for use of resources and reviews were completed of the medium term financial strategy, value for money strategy, income generation and budget management by service managers.  The highlight was the Credit Today award for best payment culture by the Creditor Team.  The financial health of the Council was maintained by delivering an outturn within budget.

Internal 

2008/9 has been largely dominated by our intensive engagement on the Council’s corporate efficiency drive, the Think Efficiency Programme. We have helped to lead the overall programme and actively supported the design of new strategic service models. We have built ICT and organisational enabler products to turn the designs into reality. The outcomes of this effort will be felt in 2009 and 2010 and result in improved services to citizens through more accessible, personalised and integrated services, a more effective organisational structure and processes for back office functions facilitated by a more skilled workforce and ICT deployment and overall efficiency savings of around £25Million. Associated additional internal service improvements were implemented all focussed on further improving performance and value. 

Section 3:
Directorate profile 

Staffing and teams
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The Customer and Support Services Directorate covers the following 5 service areas:

Customer Services 

Financial Services

Human Resources
ICT Services 

Law and Administration

Customer Services

Customer Services Division provides a range of customer facing services for the citizens of Salford via a variety of channels including the Customer Contact Centre and the Customer Advice Team. In addition to customer facing services, it also has responsibility for the administration of Council Tax, Housing Benefits and National Non Domestic Rates. It is also heavily involved in the development and implementation of the Council’s “Think Customer” strategy and is pioneering work with partners such as the Primary Care Trust and the Fire Service.
Financial Services

Provides a comprehensive range of financial and regulatory support services for the Council and its Directorates, covering accountancy and financial advice, internal audit, debt collection, invoice payments, procurement purchase ordering, payroll and pensions, and insurance and risk management.  Services are also provided to certain external clients, e.g. computer audit for AGMA and other authorities, accountancy and internal audit for Greater Manchester Police Authority, and payroll for Eccles College.

Human Resources

Employment and Workforce Planning provides day-to-day operational advice and support to managers and staff on employment related issues, as well as providing specialist advice and services. Organisational Development and Equalities provides advice and support to managers and staff on development and equality related issues.
ICT Services 

ICT Services provides a range of services from high-level business consultancy and capacity building through to operational delivery and support principally for council staff and members but also increasingly, for external customers such as other councils and public bodies.

Law and Administration

Provision of legal services across a spectrum of local government work, democratic services, registrars, print services, emergency planning and professional, administrative and clerical support to the Council, Greater Manchester Police Authority (GMPA), Salix, City West Housing Trust and Salford Community Leisure (SCL). 
Staffing

Strategic Director: -   Alan Westwood

Assistant Directors:

John Spink (The City Treasurer/Deputy Strategic Director)

Mike Willetts (Assistant Director - ICT Services)

Mike Bleese (Assistant Director - HR Services)

John Tanner (Assistant Director - Customer Services)

Anthony Rich (City Solicitor)

	Division
	Number of Staff     (as at Feb 09)

	Customer Services
	399

	Finance
	250

	Human Resources
	117

	ICT
	140

	Law and Administration (exc canvassers & scrutiny staff)
	127

	Total
	1033


The majority of staff in the Directorate are located at the Civic Centre complex in Swinton. However some staff are located in different areas of the city, including out stationed staff located in other directorates and call centre staff who are based at Orbit House in Eccles. A number of Customer Services staff are based in the new Gateway Centres in Walkden, Eccles and Pendleton, and approximately 140 members of staff are home workers.

2009 will be a year of transition and transformation for our front line services and back office functions arising from the think efficiency programme. Our services and structures, skill sets, business processes and Information technologies will change radically as part of a council wide efficiency drive. 
Our customer service access channels will be enhanced and embrace new council services, our administration and other common functions will be consolidated and re-engineered for economies of scale and greater integration and efficiency. 

And we will re-cluster some of our services with the chief executives office such as training, project management and BPR for a truly council-wide approach to organisational development and a one council approach to service change and continuous improvement  

Learning and Development

The purpose of the training and development plan is to help staff achieve their individual work objectives as set out in their individual work plans and thus contribute to contribute to the achievement of divisional, directorate, corporate and community priorities. A total of £738,000 was spent on Training and Development in 2008/09.
The Priorities for 2009/10 are;

· Re-skilling in relation to changes from the Think Efficiency, particularly the Admin Review workstream.
· Continuing professional development.

· Qualifying training to ensure that relevant functions can be delivered.

· Skills for Life

It is recognised that the impact of Think Efficiency will have a major impact on the majority of staff in the Directorate and therefore detailed plans will be dependant on the implementation of those work streams.

Priorities for 2009 and beyond will centre on the following key topics:

· Management development - reflecting the new management model

· Team working - including the impact of agile working

· Communications methods and techniques - to underpin the change agenda

· Programme / project management - to support successful implementation of change

· ICT - to successfully implement new tools and facilities as part of change agenda

Resources 

	
	Area of spend/Division
	Staffing Budget (£000)
	Total Net Budget (£000)



	1.
	Finance
	7,969
	1,876

	2.
	ICT
	4,818
	1,300

	3.
	Human Resources
	3,675
	   222

	4.
	Customer Services
	8,650
	5,740

	5.
	Law and Administration
	3,824
	1,030

	6.
	Learning and Development (L & D is included in each divisions individual budget)
	
	

	
	TOTAL
	28,936
	10,168

	
	Revenue
	28,936
	10,168

	
	Capital
	
	


Who are our customers?

	Salford residents
	Eccles College

	Private businesses
	Government bodies

	Elected members
	Safer Salford

	Other directorates
	The Lowry

	Other local authorities
	Housing Associations

	Salford PCT
	Prospective members

	Citizens Advice bureaux
	Government departments

	Housing agencies
	Community groups

	DSS
	Salfordian

	Benefits Agency
	Emergency services

	Schools
	Regulatory bodies

	GMP/Police Authority
	Urban Vision

	Salix Homes / Salix Board
	Salford Community Leisure

	City West Housing Trust
	Trade Unions

	Strategic Partners
	Individual employees

	Operational Partners
	Potential employees

	Executive Leadership
	Managers

	Coroners
	Funeral Directors


Who do we work with?

Partners:-

	JobCentrePlus
	Co-Op Bank

	Rent Officer Service
	Audit Commission

	Valuation Agency
	Salford PCT

	Pensions Agency
	Manchester Business School

	Housing Associations
	Capita

	Accredited Landlords
	Health Trusts

	Welfare Rights Unit
	Funeral Directors

	Salix Homes
	Coroners

	City West Housing Trust
	Solicitors

	GMPF
	Bereavement Services

	Other Local Authorities
	Hope Hospital

	Teachers Pensions Agency
	Salford Community Leisure

	North West Employers Organisation
	Urban Vision

	NW Regional Improvement and Efficiency  Partnership
	Greater Manchester Resiliency Forum

	AGMA
	Health & Safety Executive

	AGMA Procurement Hub
	


Section 4:
Policy Context 

National and regional policy drivers

Public expenditure plans

Gershon efficiency targets

Accounting and reporting standards

City region community empowerment and engagement

CPA/CAA Legislative change

CSR2007

Organisation of registration services
Collaborative working
Tomorrows People – Building a Local Government Workforce for the Future (Audit Commission, June 2008)

Local Government the place to be, the place to work (LGA, I&DeA, LGE, 2007)

Use of Resources 2008/2009 (Audit Commission, May 2008)

The Equality Bill – Government response to the Consultation (Lord Privy Seal, July 2008)

Modernisation of registration services

Civil resilience agenda

Local policy drivers

Medium term financial strategy

Think Efficiency / value for money

Good governance

The Salford Plan (2008-11)

Cabinet Workplan 2008-2009

Greater Manchester Collaborative Efficiency Plan (2008)
Emergency Planning KLOE

Section 5:
Links to strategic priorities 

LAA Priorities

Part 2 Corporate Plan      
Customer Service Strategy

Pledges

LAA and Thinks 

Cabinet Work Plan

Community Action Plans 

One Council Action Plan.

Values
Medium Term Finance Strategy

Section 6 – Performance Monitoring
Below is a list of key performance measures which include National indicators, and LPI’s which are used by Customer and Support Services to monitor progress against outcomes.
Performance will be monitored within the directorate using the following:-

· Customer Charter

· Service Level Agreements
· National and Local Performance Indicators
· Weekly Performance Reporting to Lead Member
· Weekly Meeting with Strategic Director
· Weekly Operational Meetings
· Quarterly Reports to Chief Executive and Leader of the Council
· PMF (Performance Management Framework)
	National Indicator No
	Indicator Definition
	Target
2008/09
	Actual 2008/09
	Target
2009/10
	Target
2010/11

	NI 14
	Reducing avoidable contact: Minimising the proportion of customer contact that is of low or no value to the customer
	Target to be set after one year of data obtained
	 
	Target to be set after one year of data obtained
	Target to be set after one year of data obtained

	NI 37
	Awareness of civil protection arrangements in the local area
	15%
	 
	 
	 

	NI 179
	Value for money – total net value of on-going cash-releasing value for money gains that have impacted since the start of the 2008-9 financial year
	5.235M
	 
	12.126M
	16.578M

	NI 180
	The number of changes of circumstances which affect customers’ HB/CTB entitlements within the year 
	22,500
	 
	23,000
	23,500

	NI 181 
	Time taken to process Housing Benefit/Council Tax Benefit new claims and change events
	21 days
	 
	20.5 days
	20 days

	NI 185
	CO2 reduction from Local Authority operations
	Target to be set after one year of data obtained
	 
	Target to be set after one year of data obtained
	Target to be set after one year of data obtained


	LPI No
	
	Target
2008/09
	Actual 2008/09
	Target
2009/10
	Target
2010/11

	 
	 
	 
	 
	 
	 

	1
	The number of working days/shifts lost to the Authority due to sickness absence   
	10.25
	 
	10
	10

	2
	Percentage of top-paid 5% of staff who are women. 
	50%
	 
	50%
	50%

	3
	The % of the top 5% of local authority staff who are from an ethnic minority 
	4%
	 
	4.50%
	4.50%

	4
	The % of the top paid 5% of staff who have a disability
	4.50%
	 
	4.50%
	4.50%

	5
	The % of local authority employees who have a disability
	2.50%
	 
	2.75%
	2.75%

	6
	The % of local authority employees from minority ethnic communities.     
	4.75%
	 
	5%
	5%

	7
	NNDR arrears collection
	50%
	 
	51%
	52%

	8
	Ratio of employees (full-time equivalents) to HR staff
	Target to be set after one year of data obtained
	 
	Target to be set after one year of data obtained
	Target to be set after one year of data obtained

	9
	Leavers in the last year as a percentage of the average total staff
	Target to be set after one year of data obtained
	 
	Target to be set after one year of data obtained
	Target to be set after one year of data obtained

	10
	Cost of agency staff as a percentage of the total pay-bill
	0.90
	 
	0.85
	0.80

	11
	Number of sanctions/prosecutions per 1000 caseload
	6.00
	 
	6.67
	7.33

	12
	Reported injuries, diseases and dangerous occurrences per 1,000 employees per year
	1.85
	 
	1.80
	1.75

	13
	Percentage of people that are still in post after 12 months service
	85%
	 
	90%
	90%

	14
	Cases of disciplinary action per 1,000 employees.
	13
	 
	12
	11

	15
	Percentage of staff who receive (at least) an annual face to face performance appraisal
	100%
	 
	100%
	100%

	16
	Percentage of employees aged 50 or over
	Target to be set after one year of data obtained
	 
	Target to be set after one year of data obtained
	Target to be set after one year of data obtained

	17
	The % of invoices for commercial goods and services paid by the authority within 30 days of receipt or within the agreed payment terms
	98%
	 
	98%
	98%

	18
	The % of council tax collected by the authority in the year
	92%
	 
	92%
	93%

	19
	The % of national non-domestic rates collected in the year.
	96%
	 
	96.50%
	97%

	20
	The number of Housing Benefit and Council Tax Benefit (HB/CTB) fraud investigations carried out by the Local Authority per year, per 1000 caseload.
	16.67
	 
	18.33
	20.00

	21a
	The average processing time taken across all new housing and Council Tax Benefit (HB/CTB) claims submitted to the Local Authority, for which the date of decision is within the financial year being reported.   
	29 days
	 
	28.5 days
	28 days

	21b
	The average processing time taken for all written notifications to the Local Authority of changes to a claimants circumstance that require a new decision on behalf of the authority     
	13.5 days
	 
	13 days
	12.5 days

	22a
	The % of cases within a random sample for which the Authority’s calculation of Housing and Council Tax Benefit (HB/CTB) is found to be correct.         
	99%
	 
	99%
	99%

	22bi
	The amount of Housing Benefit overpayments (HB) recovered as a percentage of all HB overpayments    
	88%
	 
	89%
	90%

	22bii
	Housing Benefit (HB) overpayments recovered as a % of the total amount of HB overpayment debt outstanding at the start of the year, plus the amount of HB overpayments identified during the year  
	41%
	 
	42%
	43%

	23a
	Satisfaction with contact access facilities at the benefit office       
	 
	 
	85%
	 

	23b
	Satisfaction with the service in the benefit office      
	 
	 
	85%
	 

	23c
	Satisfaction with the telephone service  
	 
	 
	75%
	 

	23d
	Satisfaction with the staff in the benefit office    
	 
	 
	90%
	 

	23e
	Satisfaction with the clarity etc of forms and leaflets  
	 
	 
	75%
	 

	23f
	Satisfaction with the time taken to make a decision      
	 
	 
	80%
	 

	23g
	Overall satisfaction with the benefits service
	 
	 
	85%
	 

	24
	The % of standard searches carried out in 10 working days.    
	98.70%
	 
	99%
	99.25%

	25
	The % variation of outstanding debt greater than 60 days old excluding land charged accounts     
	5% reduction from 31/03/08
	 
	5% reduction from 31/03/09
	5% reduction from 31/03/10

	38
	Council tax arrears collection
	22%
	 
	23%
	24%


Section 7a – Plan for 2009/10

	Service Plan 
	Equality & Diversity
	Risk

	Service Objectives

2009/10
(1)
	Strategic Links

(2)
	This year’s actions for improvement 

(3)
	Deadline 

(4)
	Lead Officer

(5)
	Performance measures and monitoring arrangements

(6)
	Have the equality implications been considered? 

(7)
	Risks Identified

(8)

	Title or name for SMART target/objective followed by statement of the outcome to be achieved.
	This column should show how the service objective links to CWP,LAA &/or pledges or Community Action Plans.
	Actions or milestones for the current 12 month period.
	When will each milestone be completed?
	Name of officer responsible for area of work/project. 
	List of measures (either existing or new) which will tell us whether we’re progressing towards the intended outcome.

Dates and reporting arrangements for monitoring and evaluation. 
	Yes or No response.  If an equality impact assessment is required, it should be referenced here.  Where there are implications, these should be detailed.
	Are there risks to achieving this objective? 

Provide further details in Section 8 

	Improving Front Line Services

	Improving customer service
	Think Efficiency
Salford Plan
	1.  Implement customer service strategy
	March 2011
	John Tanner
	Customer Charter, Customer satisfaction surveys.
	Will be considered as part of the ongoing rollout programme
	Lack of support at departmental level will limit the success of the Strategy  (A, G, F & H)

	
	Think Efficiency
	2.  Develop single customer and business accounts
	March 2010
	John Tanner
	Number of accounts that are set up and the number of transactions undertaken online
	Will be identified as transactions are rolled out
	Lack of customer engagement either out of choice or due to the lack of functionality and limited range of services that are available (A, G, F & H)

	
	 NI 14
Think Efficiency
	3. Reduce avoidable contact
	April 2009
	John Tanner
	NI 14
	Yes. Accessibility to services for diverse range of customers assessed
	Failure to re-engineer the business in ways that deal with the avoidable contact (A & H)

	
	 Salford Plan
Think Efficiency
	4. Develop the Gateway programme
	March 2010 and beyond
	John Tanner
	Gateway Partnership Board
	Yes. Accessibility to services for diverse range of customers assessed
	Lack of resources both in terms of people and technology (A & H)

	Improving Back Office Services

	Delivering the Think Efficiency programme
	Think Efficiency
Corporate Plan
	5. Implement the Admin Review (Phase 1)
	March 2010
	John Spink

(AL)
	Admin review project plan monitored fortnightly by the Common Functions Project Board
	No – will be undertaken by 31/12/09
	Management of change (A)

	
	Think Efficiency 

Corporate Plan
	6. Review Democratic Services
	April 2009
	John Spink

(AL)
	As above 
	No – will be undertaken by 31/12/09
	Management of change (A)

	
	Think Efficiency 

Corporate Plan
	7. Review Print Services
	April 2009
	John Spink

(DH)
	As above
	As above
	Management of change  (A)

	
	Salford Plan

Think Efficiency
	8. Restructure training and development
	March 2010
	John Spink

(DH)
	Progress towards agreed “to be” reports
	EqIA’s required
	Delays in enabling technology (H)

	
	Salford Plan

Think Efficiency
	9. Restructure HR
	March 2010
	John Spink

(MB)
	Programme Board reports
	EqIA’s required
	Delays in implementing workforce changes.

Loss of or lack of key skills (F)

	
	Think Efficiency

Salford Plan
	10. Restructure transactional finance
	March 2010
	John Spink
	Transactional finance project plan
	EqIA’s required
	There is a risk that the reduction in FTE’s is not fully achieved (F)

	
	Think Efficiency
	11. Implement new management structures
	April 2009
	John Spink

(MB)
	No of posts deleted – management structures plan
	EqIA’s required
	Lack of management buy-in (F)

	
	Think Efficiency

Salford Plan
	12. Implement procurement plan
	March 2010
	John Spink
	Procurement plan
	EqIA’s required
	There is a risk that procurement savings will not be fully realised (F)

	
	Think Efficiency
	13. Agile working
	Ph 1 – March 2009

Ph 2 – March 2010
	John Spink
	No. of staff engaged in agile model
	EqIA’s required
	Lack of staff buy-in (C)

	
	Think Efficiency
	14. ICT enablers
	March 2011
	John Spink

(DH)
	Availability of products to No. of users
	EqIA’s required
	Conflicting priorities (H)

	
	Think Efficiency


	15. HR enablers
	April 2009
	John Spink

(MB)
	Policies available for use
	EqIA’s required
	Awareness and non- compliance (A)

	Collaborative working
	Think Efficiency
	16. Develop infrastructure and skills partnership with Salford University
	August 2009
	Dave Hunter
	Shared services and infrastructure for efficiency benefits


	EqIA’s required
	Lack of buy-in from partners (H & M)

	
	Salford Plan
	17. Develop services to schools jointly with BSF contractor
	December 2009
	Dave Hunter
	Greater exploitation and use of ICT products
	EqIA’s required
	Level of cooperation of final MSC provider (I & M)

	
	Salford Plan
	18. Respond to GM service collaboration plan
	March 2010
	Dave Hunter

(GA)
	Delivery of collaborative actions
	EqIA’s required, where applicable, as and when required
	Lack of buy-in from partners (A & M)

	
	Salford Plan
	19. Explore collaboration with Salford partners
	March 2010
	Dave Hunter (GA)
	Delivery of collaborative actions
	EqIA’s required, where applicable, as and when required
	Lack of buy-in from partners (A & M)

	Strengthening Policy & Practice

	Improving organisational development
	
	20. Achieve corporate IIP
	December 2009
	Mike Bleese
	Accreditation achieved
	Integral to outcome
	Not communicating with staff (C)


	
	Salford Plan


	21. Implement pay and grading
	December 2009
	Mike Bleese
	Number of agreed contracts.

Number of appeals outstanding.

Reports to LM & Cabinet
	Analysis undertaken
	Equal Pay Claims.

Recruitment & Retention difficulties (D)

	
	Salford Plan
	22. Produce workforce development plan
	December 2009
	Mike Bleese
	Quarterly basis through Business Plan
	Yes -

Initial screening done
	Ownership of process by directorates and data collection (C)

	
	Salford Plan

Cabinet Work Plan 11.3
	23. Revise recruitment strategy
	April 2010
	Mike Bleese
	Number recruited via “pool”, redeployments and academy model
	EqIA’s required
	Restrictions on recruitment and increases in unemployment related to economic circumstances (C & D)

	
	Salford Plan

Cabinet Work Plan  11.1 & 11.2

NI 163
	24. Implement skills pledge
	April 2010
	Mike Bleese
	Number of participants, qualifications and skill checks completed
	EqIA’s required
	Available revenue budget for training and development.

Implementation of Think Efficiency T&D work stream (E)

	
	Cabinet WP
Think skills and Work Priority 11
	25. Develop ICT core competency
	March 2010
	Mike Bleese (D Horsler/D Hunter)
	No. attaining training accreditation
	EqIA’s required
	No Engagement from staff and managers (G)

	
	Salford Plan

Cabinet Work Plan
	26. Develop the Academy
	April 2010
	Mike Bleese
	Participants in academy model 
	EqIA’s required
	Restrictions on recruitment and increases in unemployment related to economic circumstances (B & E)

	Improving equality and diversity
	Salford Plan

Cabinet Work Plan

NI 1 & NI 2
	27. Respond to requirements of Equality Bill
	March 2010
	Mike Bleese
	To be monitored through Business Plan
	Whole process to be Impact Assessed
	Delays in the legislative process and failure to achieve sufficient priority for EMD (B)

	Improving governance


	Corporate Plan

LGPIH (Local Govt  & Public Involvement in Health) Act


	28. Adopt new governance framework of LGPIH
	December 2010
	Anthony Rich
	Consultation by July 2009
	N/A
	Council fail to reach agreement (J)

	
	Corporate Plan
	29. Training for members (Data Quality)
	September 2009
	Anthony Rich

(DH/AL)
	Data Quality Action plan monitor quarterly
	All members considered
	Failure to participate fully (K)

	
	Corporate Plan
	30. Implement good governance plan (audit commission)
	March 2010
	Anthony Rich
	Monthly by divisional management team
	N/A
	Failure to comply (K)

	
	Corporate Plan
	31. Improving information governance
	March 2010
	Anthony Rich

(DS)
	Compliance with guidelines.

Monthly by Lead Officer
	N/A
	Failure to comply
(K)

	
	Corporate Plan
	32.  Review business continuity and disaster recovery
	March 2010
	Anthony Rich

(DR)
	Quarterly report to OCMT/ CRMG
	EqIA’s required
	Failure to comply (L)

	Reduce carbon emissions
	NI 185
	33. Implement carbon reduction programme
	March 2010
	John Spink
	Completion of programme within the year: identify carbon reductions
	Need to review whether applicable
	Delays to implementing the programme (F)

	Strengthening management of resources
	Medium Term Financial Strategy

	34. Financial support to major projects
	March 2010
	John Spink
	Review of finance organisational structures
	N/A
	Limited risk that inadequate support could delay progress with projects (I)


	
	Medium Term Financial Strategy
	35. Delivery of services within budget
	March 2010
	John Spink
	Deliver against budget and savings delivery plan
	N/A
	Significant risk that some savings will not be achieved e.g. restructure of Environment directorate (F)

	
	Salford Plan
	36. Improving Health & Well Being
	March 2010
	Debbie Brown
	Reduced sickness absence
	EqIA’s required
	Lack of buy-in (C)


 Section 7b – Plan for 2010/12
	Service Objectives

2010/12
	Strategic Links 
	Actions for improvement 
	Lead Officer

	Title or name for objective followed by statement of the outcome to be achieved.
	This column should show how the service objective links to CWP, LAA &/or pledges or Community Action Plans.
	Actions or milestones for future years if identified
	Name of officer responsible for area of work/project. 

	Improving Front Line Services

	Improving customer services

	Think Efficiency
Salford Plan
	Implement customer service strategy
March 2011
	John Tanner

	
	Think Efficiency
	Develop single customer and business accounts
March 2010
	John Tanner

	
	Think Efficiency
NI 14
	Reduce avoidable contact
March 2011
	John Tanner

	
	Think Efficiency
Salford Plan
	Develop the Gateway programme
March 2010 & beyond
	John Tanner

	Improving Back Office Services

	Delivering the Think Efficiency programme
	Think Efficiency
Salford Plan
	Implement the Admin Review (Phase 2)
March 2010
	John Spink

	
	Think Efficiency
Salford Plan
	Implement procurement plan
March 2011
	John Spink

	
	Think Efficiency

Salford Plan
	Agile Working

March 2011
	John Spink

	
	Think Efficiency

Salford Plan
	ICT enablers

March 2011
	John Spink

	Collaborative Working
	Salford Plan
	Respond to GM service collaboration plan

March 2012
	Dave Hunter (GA)

	
	Salford Plan
	Explore collaboration with Salford partners

March 2012
	Dave Hunter (GA)

	Strengthening Policy & Practice

	Improving organisational development
	Salford Plan

Cabinet Work Plan
	Revise recruitment strategy

April 2010
	Mike Bleese

	
	Salford Plan

Cabinet Work Plan

NI 163
	Implement Skills Pledge

April 2010
	Mike Bleese

	
	Cabinet WP

Think skills and Work Priority 11
	Develop ICT core competency

March 2011
	Mike Bleese (DH)

	
	Salford Plan

Cabinet Work Plan
	Develop the Academy

April 2011
	Mike Bleese

	Improving equality and diversity
	Salford Plan

Cabinet Work Plan
	Respond to requirements of Equality Bill

March 2010
	Mike Bleese

	Improving governance
	Corporate Plan

LGPIH Act
	Adopt new governance framework of LGPIH

Implement and monitor Act

December 2010
	Anthony Rich

	
	Corporate Plan
	Review good governance plan

December 2010

	Anthony Rich

	
	Corporate Plan
	Improving information governance

March 2010
	Anthony Rich

	
	Corporate Plan
	Continue to review business continuity and disaster recovery

March 2010
	Anthony Rich

	Reduce carbon emissions
	NI 185
	Continue to reduce carbon emissions

March 2012
	John Spink

	Strengthening management of resources
	Medium Term Financial Strategy
	Financial support to major projects

March 2010
	John Spink


Section 8 – Risk Planning

	Identified Risk


	Risk Score
	Actions to mitigate risk  
	Monitoring Milestones
	Risk Owner 
	Deadlines 
	Monitoring arrangements 

	Area of risk identified for the service
	Current Score
	Target Score 
	What do we do now?


	What are we going to do?


	Milestones
	Officer responsible for risk 
	Timescales for completion
	How will levels of risk/ performance be monitored? 

	A  Managing Change

Failure to manage continuity of service during a period of transformation and transition leading to reduced performance, poorer outcomes and possible service failure 


	6
	4
	· Service planning

· Use of programme management methodology

· Risk management etc
	· Restructure and re-engineer functions.

· Implement new technologies to enhance the quality of support
	New structures in place

Implementation of various technological solutions


	John Spink 

	· March 2010

· March 2011
	Business Plan quarterly review

	B. Equality and Diversity

Poor performance towards meeting improvement plan targets


	8
	4
	· Bi-monthly Lead Officer Group meetings

· Equal Opportunities Forum
	· Establish clearer political and officer accountability for performance against E&D targets
	Establish agreed Improvement Plan

Undertake external assessment against Equality Framework


	Mike Bleese 

	· March 2009

· March 2011
	Reports to EOF and Lead Officer Group

	C. Poor employee relations

Poor employee relations will have an adverse impact upon morale, motivation and productivity. The risk concerns the likelihood of a breakdown in relations with the workforce through the trade unions. 
	6
	4
	· Regular meetings with TU representatives e.g. monthly Joint Secretaries meetings
	· Continue with current arrangements
	
	Mike Bleese
	· March 2010
	Joint Secretaries meetings

	D. Pay Review

Successful equal pay claims could result in the city council facing significant financial settlements. 
Implementation of a revised pay structure may have employee relations implications.
Removal of bonus schemes could have employee relations implications and affect productivity and recruitment and retention.
	16
	8
	· Ongoing consultations with employees and TUs

· Pay Review and further developing new pay scales

· Appeals process 

· Evaluation of new jobs

· Working with Legal Services to address claims
	· Continue with current arrangements
	
	Mike Bleese
	· March 2010
	Lead Member and Cabinet

	E. Reduced revenue budgets

Reductions in revenue budgets leads to a reduction in spending on training and development
	8
	4
	· Review and Restructure in line with Think Efficiency
	· Implement new structure and processes
	Directorate Training Plans agreed
	Mike Bleese 
	· March 2010
	Lead Member

OCMT

	F. Failure to achieve target savings

Risks to revenue and capital budgets and service provision
	5
	4
	· Monthly monitoring reports

· Monthly Procurement Board meetings
· Reports to OCMT, CMT, B & EG
	· Implement new structure

· Allocate procurement portfolios in line with category management methodology
	· Monthly monitoring reports

· Monthly Procurement Board meetings
· OCMT, CMT, B & EG
	John Spink
	· March 2010
	· Monthly monitoring reports

· Monthly Procurement Board meetings

	G. ICT Skills shortfall 


	12
	4
	Extensive ICT training portfolio is in place
	Training plan will be devised aligned to needs of business plan and corporate priorities


	Training plan by April 09
	Dave Hunter
	April 09
	Monthly reviews by ICTMT

	H.  ICT Demands and changing priorities  


	12
	4
	ICT steering group is in place but not functioning effectively enough in light of scale of ICT enablers programme
	Governance model devised to oversee overall transformational and ICT enabler priorities

Revisit ICT steering group functioning


	Model in place by March 09 
	Dave Hunter
	Mar 09
	Monthly reviews by ICTMT

	I.  Financial support to major projects

Lack of accurate or timely financial advice that leads to financial loss
	6
	4
	Continuous accountancy support: review financial outcomes
	Maintain suitable and sufficient accountancy support
	Progress of projects according to their key milestones
	John Spink
	Continuous 
	Continuous

	J.  Legal requirement to adopt LGPIH Act.

Council fail to reach agreement
	
	
	
	
	
	Anthony Rich
	
	

	K.  Failure to implement governance plan makes governance less effective
	
	
	
	
	
	Anthony Rich
	
	

	L.  Business Continuity – Inability to meet legal and operational duties
	
	
	
	
	
	Anthony Rich
	
	

	M. Service collaborations fail to materialise based around emerging BSF provider, academia, Salford and GM partners
	10
	4
	Some small scale joint working undertaken
	Range of initiatives in hand to identify/develop collaborative opportunities
	Opportunities identified and proposals developed and agreed by all parties
	                            Dave Hunter
	March 2010
	ICT management team and directorate leadership team
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