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1. INTRODUCTION

1.1 The Customer and Information Services Business Unit was formed in December 2002 following a review of the Council’s organisational structure.  

1.2 The Unit’s objectives are:

· To provide a high quality corporate IT Service to all users

· To provide a high quality corporate customer service to our customers

1.3 The Unit supports the Council by fulfilling the following Corporate Objectives:

· CM1 – To ensure that the Council provides sound corporate governance

· CM2 – To ensure that we are an effective, well managed organisation with good staff morale and excellent communications

· CM5 – To ensure our services are focused on our customer needs

· CM8 – To ensure our services can be accessed electronically by 2005

2. OPERATIONAL CONTEXT

2.1
The Business Unit performs two separate but distinct functions.

i)
The IT Team provides a full corporate IT Service to some 600 users within the Authority.  These users are mainly based in the Civic Centre but there are a number of other locations that contain a significant number of users.  The scope of this service covers both software and hardware and ranges from desktop to corporate server.  The function also embraces the data and voice communication aspects of the service.  In addition the Unit also support’s a number of external IT services.  The Reprographics Unit is now part of this service function

ii)
The Customer Services Team provides a first point of contact for customers contacting the Authority.  The service currently only provides this through a Foyer Service in the Civic Centre though it is the intention to expand this to other service areas in due course.  The service scope includes the switchboard service at the Civic Centre and the elements of the Keepers Service that is also located there.  The officer dealing with Corporate Complaints is also based in this Team.

2.2 
In total the Unit comprises of :-

i) IT function (including reprographics): 16.5 FTE’s.  After the completion of the CHA transfer in March 2004 this will drop to 14.5FTE’s.

ii) Customer service function:   7 FTE’s.  3.5 of these are on temporary contacts pending the establishment of the Customer Contact Centre.                       

The Unit operates from multiple locations within the Civic Centre, though this situation should improve upon completion of the Civic Centre ground floor re-organisation when it is the intention for the Unit as a whole to relocate there. 

3 UPDATE ON KEY CHALLENGES

3.1 Key Challenge 1 – Implementation of a new Foyer Service

Work on this challenge is now largely complete.  There are some cosmetic improvements to be made in the area of seating and making the area more children friendly.  There is scheduled to be a major improvement in the queuing system with the introduction of a new ticketing system, which will benefits customers on those occasion they need to queue as well as providing management information about the overall customer service. 

3.2 Key Challenge 2 – Implement a new customer contact centre
Work is now well underway to specify and contract with a private sector partner to deliver a customer contact centre.  It is anticipated that the contract could be signed as early as December with key elements being delivered during Summer 2004.  These date are contingent upon CHA exiting the Civic Centre on schedule. 

This particular activity formed an important item in the Customer Contact Best Value Action Plan.  An Action Plan update is due to go before Overview and Scrutiny and will show satisfactory progress on many items. 

3.3 Key Challenge 3 – Completion of the LSVT transfer

This challenge is now complete.  A letter of thanks has been received specifically mentioning the efforts of the staff in the Unit.

3.4 Key Challenge 4 – Introduction of a service culture in IT
The actions arising from the customer service workshop still need to be addressed.

3.5 Key Challenge 5 – Implementation of the e-gov agenda
Progress is being made in e-enabling the Council’s services.  BV157 is a measure of the % of our service capable of being accessed electronically.  This has moved from 32.3% last year to 43.4% in April of this year.  As it is directly connected with how the customer interacts with us there will be a significant improvement in this measure with the implementation of the Customer Contact Centre.

One action arising from the challenge, Implementing the Cumbria Information Hub, is now unlikely to proceed and will be the subject of a separate report to the Executive.

3.6 Key Challenge 6 – Re-implementation of a SLA/Planning/Resource Management culture

This challenge is aimed at ensuring the demands on the Unit are prioritised and it’s resources are targeted where they are most needed.  The aim is to re-establish a system of Departmental IT Strategies that previously existed.  Work on this important challenge has yet to start.

3.7 Key Challenge 7 – New IT Strategy

There is now a recognition that any IT Strategy depends on the information requirements of an organisation.  Therefore, before any IT Strategy can be developed there is a requirement for an Information Strategy to be in place.  This will be the responsibility of the new Information Officer when they are in place.    In the interim discussions within the Unit are taking place about the technical aspects of any IT strategy and outline directions and conclusions are being drawn up.  These need to be measured against the requirements of the Information strategy before they are implemented. 

3.8 Key Challenge 8 – Improved internal communications

Team meetings have always taken place within the Unit but these are now occurring at more regular intervals and are given higher priority by management.  This has improved communication within the Unit but more work needs to be done.

3.9 Key Challenge 9 – Develop reprographics unit

The Reprographics Unit provides a centralised printing facility for the Council.  It operates on a zero cost basis, i.e. it must recover all of its costs from recharging other Units for the work it carries out.  The Unit is currently trying to identify printing opportunities in the non-commercial sector to help defray some of the overhead costs of the Unit.  They have had some success in attracting a modest external income from these activities.  

In the medium term it is the intention to realise the potential of linking the printing and computing technology that reside within the Business Unit. 

4 INDICATOR UPDATE

The Unit is responsible for the following indicators:-

4.1 LP95  % of ANSWERED phone calls answered within target time:  Currently standing at 96.3 after six months against the annual target of 97.5%

4.2 LP95a % of ALL phone calls answered in target time:  Currently standing at 57.8% against a target of 75%. This new PI is reported to show how many incoming calls are not answered.

Out of 1/3 million calls received in the 2nd quarter (July to September, 2003):

40% were not answered, of which 97.5% were “busy” (engaged) and 2.5% “not answered” at all.

60% were answered; of which 96.3% calls were answered within 18 seconds, i.e. PI LP 95.

Overall, 57.8% of all incoming calls were answered within 18 seconds.  The number of complaints relating to “calls not answered” has also risen.  This PI gives cause for concern.

4.3 BV174 Racial incidents recorded by authority per 100,000 pop: This is currently only measured through corporate complaints and is 0 for the six months to September.  The measurement was previously carried out by Housing but has since transferred to CIS.  We are currently seeking advice on definition of the indicator.

4.4 BV 175 % of those racial incidents requiring further action (calc from BV174): This is currently only measured through corporate complaints and is 0 for the six months to September.  The measurement was previously carried out by Housing but has since transferred to CIS.  We are currently seeking advice on definition of the indicator.
4.5 BV157 % of transactions electronically enabled.  Currently standing at 43.4% this is expected to rise dramatically when the customer contact centre is opened.

4.6 There is a significant absence in one particular area for the performance indicators of the Unit.  No satisfactory measure has been established for measuring customer satisfaction.  This is the subject of on-going discussion between the Unit and the Performance Officer.

5 BEST VALUE REVIEWS – IMPACT ON THE BUSINESS UNIT

5.1 The Customer Contact has Best Value Review had a major and continuing impact on the Unit.  An update on the Action Plan is due to be reported to this Committee.   

6.  CORPORATE ISSUES

6.1 The Unit is involved in a number of significant corporate initiatives:-

6.2 Geographic Information System

6.3 Document Image Processing

6.4 Cumbria ICT Broadband Initiative

6.5 Content Management System (Intranet)

6.6 Countywide procurement of a new licensing system

6.7 Implementation of new Financial System

In fact, it is fair that the Unit is expected to engage in any new departmental or corporate initiative, which at its heart, has some information processing element.

7.
BUDGET MATTERS

7.1
The headline controllable budget for the IT Unit is £1,057,190 for 2003/2004.  This is due to fall to significantly when CHA exit the building.

7.2 Although the Unit is almost exclusively funded internally there a number of modest external income streams.  Chief amongst these are the charges made to those services which have now been externalised.  The likely income that the Unit generates during the year is:-

Carlisle Housing Association  £144,000

Carlisle Leisure 

    £13,680

Reprographics Unit

    £12,000 – mainly CHA income.

Unfortunately the revenue from CHA will cease this year.  The Unit is seeking to provide services which could generate income in other areas but the scope is limited.

JOHN NUTLEY

HEAD OF CUSTOMER AND INFORMATION SERVICES  
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