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1. INTRODUCTION

This report summarises how ICT Services has performed against plans during the first half of 2007/8 

2. MAIN HIGHLIGHTS

The following summary shows just some of the headlines for quarter 2:

· Enterprise project almost completed (3,895 completed of 4,067 PCs). About to launch customer satisfaction survey.  A separate report to lead member briefing will follow in November, 2007 setting out overall results against original business case.

· Operational performance improvements and standards are largely being sustained (see next section) Current focus on raising standards in remainder of 2007 and beyond following conclusion of Enterprise project.
· Agile working report produced and forwarded to Chief Executives Office, using in-house products and services, response awaited.
· Building schools for the future at the PQQ stage. Member of the ICTMT is now part of the procurement evaluation team and other members are contributing towards an ‘Output Specification’ for primary schools. 

· Substantial accommodation moves continue with over 1,000 officers now relocated.
· 2,900 ICT training delegate days delivered against target of 5,000.
· 97% of staff appraisals done for 2007 round. Formal follow-ups scheduled for Nov 07.
· e-learning strategy and plan (with HR) currently completed and in consultation with various stakeholders.
· Reported accidents down 80% on last year.

· National BPR (SPRINT) event taking place in November in conjunction with DCLG.
· Developing the Information Observatory - The observatory will provide the council with a central repository for research and intelligence information that is held both within the council and also links to external data sources.  The observatory will provide a single location that allows a wide range of information to be shared and better utilised within the council. It is shaping the development of a cohesive information community, rather than the previous position of a number of disparate groups, this will help to reduce duplication of effort and ensure that key (limited) resources are focusing on the correct issues.
· Further enhancements to the rebuilding plans for Innovation house have been tabled and are awaiting approval. This will result in all Organisational Training being located into Innovation House and allowing for the relocation of the Help Desk into large premises on the third floor.

· ONE Salford Transformation strategy nears completion which sets out long term vision and plans for council service transformation and how ICT services and products can enable it

· Think Customer - A number of key projects within the current phase of this programme are nearing completion. Within ‘Eligibility’, the Free school meals and Blue Badge contact centre services are going live within the next week. The ‘Linkage’ project is proving very successfully with a large number of Warmfront, Door Stop crime & Fire Assessment referrals being made to the ‘Third sector’ from our CRM profiling module. The ‘Welcome to Salford’ service now has live links to our corporate GIS application so citizens can pinpoint their ‘nearest’ using local maps.

· Think Customer - We have also written a ‘One Salford – Customer Access Strategy’ in conjunction with Customer services and included a framework for the evaluation and assignment of all our service Transactions across the various access channels. Work continues in this area.

· Think Efficiency - The BPR team have completed the first phase of the Civic Centre Admin review and presented their proposals report to the board. A number of subsequent projects have now resulted with further BPR and systems analysis is taking place.

· New Choice Based Lettings application went live in August 8th with around 2500 bids on vacant property per week. System was very well received from users and the service providers HCP.

· New Online Appraisal system developed and currently in pilot stage within a number of departments. General go live in January 08.

· Salford web site has been short-listed for a Global innovation award from the supplier ‘OpenText’.
· Providing substantial support for the emerging LAA action plan.  Recently completed a preparedness survey in conjunction with 5 Theme Leads and submitted findings to CEO.
· Working with Salford URC on Spotlighting initiatives.
· Progressing 3 key ITIL modules (Change, configuration & release management). Project Board established and progress is to assess current practices and define new ways of working in well underway.
· All ICT staff will have been through ITIL awareness training sessions, specific to Salford ICT to support our ITIL implementation project.
· Bi-annual benchmarking with SOCITM completed and submitted with results expected early 2008.
· All ICT Officers have now completed in house developed on-line customer care course – now discussing how it can be adapted for council-wide use.
· Developed and implement Equality Impact assessments for all our primary and secondary high priority assessments and are on course to deliver medium assessments.
· Lead Member approved the business case for rationalisation of telephony and mobile facilities. Installation of kit to follow delivery.
· Continued developments of Lifelong Learning Improvements via contact centre referrals and a course management system.

· Supported Salix with an interim ICT Manager, who has assisted with their go live with all ICT systems fully functional. Also advised Salix Management on development of long term ICT strategy and ICT have formally expressed their interest in delivering the work in accordance with the Salix tender process.
· Contact Point – This will be the quick way to find out who else is working with the same child or young person, making it easier to deliver more coordinated support. Salford is an early adopter of ContactPoint. There are 17 Early Adopter Authorities in the North West. Each of these authorities is assessed at regular intervals by DCFS (Local Authority Readiness Assessment LARA). Salford City Council has received the highest assessment scores for LARA 3 and 4 (the last two assessments).
· Agreed further project support and ICT consultancy for Salix and CityWest to ensure their ICT needs are fully met.
· ICT Risk Management Course will now form the basis for a corporate wide risk management offering, following agreement with ARMU and the Corporate Governance and Risk Management Group. ICT will also be providing support to develop additional elearning modules for councillors, senior officers, members of the audit committee and team leaders.
· Providing project management support to the BSF programme and represented on the evaluation panel.  Drafting proposals regarding impact on the council-wide network vision.
· Completed the council wide elearning course on information security and will be rolled out across the council in Q3/4.
· A range of new corporate policies agreed or nearing completion, including password policy, XDA usage and anti-virus.
· Summary report on service failure on 15 October:
Early on the morning of the 15th October, the ICT Help Desk became aware of calls coming in from users who were having problems when trying to logon to the network. This was then passed to the Network team to investigate further.

Following extensive investigations by the Network Team, it was discovered that the problem was traced to an element of our Virus protection system which updates the “engine files” that are resident on all the Council’s servers and desktop computers. This particular update seems to have caused problems with some of the network servers that authenticates users as they attempt to logon to the network.

It must be stated that in order to ensure that viruses are detected as soon as possible should they enter the network, it is essential that these updates are applied as soon as they are released from the company that provides us with our protection. We receive many of these updates on a regular basis and these are applied without any hitches. Unfortunately, there appears to have been a problem with an update that came down to our systems on Sunday evening and didn’t show any problems until many users came in on the Monday morning and attempted to logon.

It was discovered that the Trend Micro Officescan server had downloaded an update on Sunday 14-10-07 and it is suspected that this update caused the issue. Once the problem was identified, the Officescan Server software was removed from the Servers that were experiencing problems and services on the Education and Corporate systems started to be recovered. The problem had been removed from the environment rather than repaired and the issue was then escalated to Trend Micro who supplies the Council with its Virus Protection System.

The incident affected any user on the Network who was not already logged onto the network but those staff who either logged on very early in the morning or whose PCs had been left switched on over the weekend were not affected.
3. SERVICE PERFORMANCE RESULTS

	Performance Indicator
	Service Standard

(Target for 2007/8)
	Performance 

(Apr 07 – Sept 07)
	Comments

	Customer satisfaction rating

· ICT training

· Help desk
	90%

90%
	92%

98%
	Target exceeded

Target exceeded

	Council wide fault 

· Network down

· Corporate system unavailable
	90% of faults fixed within 4 hours
	100% 

(2 calls logged)
	Target exceeded 

	Local fault 

· Directorate system down

· Single site down

· Part of corporate system unavailable 
	85% of faults fixed within 8 hours
	90%

(110 calls logged)
	Target exceeded

	Single item fault 

· PC / printer down


	90% of faults fixed within 2 working days
	92%

(1778 calls logged)
	Target exceeded

	Minor fault

· PC application not working

· Faulty printer
	95% of faults fixed within 4 working days
	94%

(7958 calls logged)
	Target narrowly missed 

	Inconvenience fault


	95% of faults fixed within 10 working days
	96%

(1015 calls logged)
	Target exceeded

	Help desk

· % Of calls answered immediately

· % Of all calls/faults fixed on 1st call
	75%

60%
	83%

53%
	Target exceeded

Target missed


Now that Enterprise Project is almost completed, we expect to see increasing service improvements in technical support performance as the facilities bed in

4. BALANCED SCORE CARD

· Within the ICT 2007/08 balanced Scored card we have 57 high level actions made up of 223 sub actions and milestones.

· To date we have completed 110 of the 223 sub actions i.e. 49%
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