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BUSINESS PLAN PERFORMANCE MONITORING REPORT


CUSTOMER & INFORMATION SERVICES BUSINESS UNIT

1. INTRODUCTION

1.1 The purpose of this report is produce a quarterly update on the performance of the CIS Unit.  Updates are provided in the areas of  Business Plan key challenges, Best Value Reviews, Performance Indicators, Forward Plan and  Budget situation.  It updates the previous update report presented to this Committee on the 23rd November 2003.

1.2 This report was presented to CMT on 9th February 2004 and their comments incorporated.

1.3 The Portfolio Holders comments are as follows:- 
The Business Unit has made improvements to the service to our customers and is on target for delivering e-government.  The implementation of the Customer Contact Centre with e-forms being available on line will achieve improved Performance Indicators in this area. The investment in CRM, GIS and LLPG is very important to the future of the Authority and it is hoped that the impact of transfer of staff due to LSVT will be minimal,
2 KEY DEVELOPMENTS


Key Challenge 1 – Implementation of a new Foyer Service

2.1
The work on the new ticketing/queuing system in the new Main Reception highlighted in the last update report is now complete.  This Key Challenge is now considered to be delivered and any future developments will only arise as operational circumstances require. 


Key Challenge 2 – Implement a new customer contact centre

2.2
The detailed contract for the delivery of the new Customer Contract Centre is nearly ready for signing.  This has not delayed work on the Customer Contact Centre as pre-contractual work has already commenced by Capita.  It is envisaged that the contract will be signed this February.

2.3
A key date for the project was CHA vacating the building.  This has been confirmed for March and means the project is very much on target for delivery of the first stages of the Customer Contact Centre this summer.

2.4
Meanwhile, the project team have started the communication process to ensure that Members and staff are kept aware of the proposals and developments.  Staff are being informed through a variety of channels - Staff Focus, Management Briefings & direct e-mail updates.  A joint presentation by Capita and Dr. Gooding is to be made to all Council Members on 8th. March 2004.

Key Challenge 3 – Completion of the LSVT transfer

2.5
This challenge is now complete.    IT support is still being provided to CHA until they relocate to English Gate Plaza

Key Challenge 4 – Introduction of a service culture in IT

2.6
Most IT staff have now undertaken the first steps in the introduction of a service culture.  They have all attended the foundation course of IT Infrastructure Library course that leads to an internationally recognised qualification in IT service management.  Staff will continue with training in this area during the next financial year.  It is the intention, when accreditation to this standard is achieved, to re-assess service culture within the IT Team using the previously benchmarked assessment in order to measure any improvement.  At the conclusion of this Key Challenge a suitable Performance Indicator will be identified to enable customer satisfaction of the IT service to be tracked and monitored.

Key Challenge 5 – Implementation of the e-gov agenda

2.7
Progress is still being made towards e-enabling all Council services by the end of 2005.  There are a number of activities and projects underway which will move us significantly towards delivering on this target.  The main project is the Customer Contact Centre but there are also a number of other projects being delivered jointly through the Connected Cumbria Partnership.  In particular, an e-forms project funded by Local Government On-Line (LGOL) funding will develop some 70 electronic forms and make them available for all District and County services.

2.8
The Council’s Implementing Electronic Government (IEG) statement for 2004 was referred back to us by the Office of the Deputy Prime Minister (ODPM).  They were concerned that their scoring of our statement indicated that we were not making sufficient progress in a number of areas.  A visit by the Improvement and Development  Agency (IDeA)  proved helpful in confirming that our progress was on track and enabled a redrafted statement to be resubmitted to the ODPM.

2.9
In the last Monitoring Report it was noted that the future of the Cumbria Information Hub looked in doubt.  Discussions are being held with ODPM about the project so it is not possible at this moment to make a definitive statement on its future.

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

2.10
This challenge is aimed at ensuring the demands on the Unit are prioritised and it’s resources are targeted where they are most needed.  Work on this important challenge has yet to start.  Thinking has moved towards the idea that this should be managed at a corporate level and appropriate structures are being investigated.

Key Challenge 7 – New IT Strategy

2.11
The linkage between the IT Strategy and the Information Strategy were noted in the last performance monitoring report.  It was noted that while this Information Strategy was being developed corporately,  discussions about the technical aspects of an IT Strategy could proceed.  These technical discussions have now concluded and now need to be compiled and drafted into a formal document for adoption by the Council.  A draft IT strategy will be circulated for consultation during the next performance reporting period.  

Key Challenge 8 – Improved internal communications

2.12
The situation has improved with scheduled meetings by teams and managers taking place more frequently – but there is still room for improvement with a need for this process to become part of the culture of the Unit.

Key Challenge 9 – Develop reprographics unit

2.13
Work is still taking place to develop new income streams to offset any loss of income arising as a result of externalisation processes.  To date the Unit has been successful in being retained by externalised Units for their printing needs.

3
PROGRESS ON BEST VALUE REVIEWS

The Customer Contact Best Value Review had a major and continuing impact on the Unit.  The Unit is continuing it’s lead helping the Council deliver on the Best Value Action Plan

4 PERFORMANCE INDICATOR UPDATE

The Unit is responsible for the following indicators:-

Reference
Performance Indicator
2002-2003 Actual
2002-2003 Target
2003-2004 Projected Actual
2003-2004 Target
Comments

BV8
% of invoices paid within 30 days
94.28%
100%
94.02%
100%
See Note 1 below.

BV12
Average number of days sickness per FTE
13.1 Days
9.0 Days
14.0 Days
9.0 Days
See Note 2 below.

LP95
% of phone calls answered within 18 seconds
97.6%
97%
97.8%
97.5%


LP95A
% received calls answered within 18 secs
78.3%
75%
74.3%
75%


Note 1.  Staff are being advised that any queried invoices should be marked as such which should improve this particular indicator. 

Note 2.  2002/2003 actual figure is not available as the Unit was not formed at that time.  The overall corporate figure for this period is shown instead.

It is the intention in future reports to produce indicators specific to both the Customer and IT service that will give an indication on how these teams are performing.

5.  CORPORATE ISSUES

5.1 Staffing:

The complement of the IT Team is due to be reduced by two with the final stage of LSVT occurring when Carlisle Housing Association vacates the Civic Centre in March.  This is a particular concern as it occurs at a time when the Team is busy with a number of major and continuing IT initiatives.  The staff members who are being lost are relatively senior, with skills in the areas of business analysis, systems analysis, development and programming skills.    The impact to the Authority is likely to be felt particularly during the business case assessment, specification and implementation of medium and corporate size applications.  This loss of capacity cannot be replaced from existing resources.  To address the issue the Unit is looking the better planning  of staff resources to eliminate those peaks where demand for skills of this type could cause problems. 

A long standing issue revolving around the ill health of a member of staff is finally being resolved after some two and a half years.  The impact on such a small unit both financially and through the absence indicators has been disproportionate.  

Advertisements have been placed for a relief porter/keeper to help reduce the burden on the existing keepers necessitated by their mayoral duties.  The nature of these duties mean they often work through the weekends and late at night.  Combined with their normal work this sometimes results in unacceptable, unbroken periods of time being worked. 

5.2 Accommodation

The Unit is still awaiting the final outcome of the strategic use of the Civic Centre Ground Floor for its final location in the building to be decided.

5.3 Links with Other Business Units

The lack of a corporate IT planning group is starting to lead to a loss of strong central control in the planning and procurement of IT systems.  There have been instances of Business Units approaching suppliers for solutions without the knowledge of the IT Unit.  The resolution to this problem is the institution of a central IT steering group to ensure all purchases are aligned with the corporate IT strategy and information policies.  The establishment of such a group will all provide a channel for all Business Units to influence the strategic IT direction.  Work to establish such a group is in hand.

  A long-standing arrangement whereby a training consultant has been used on an Authority wide basis to provide local IT solutions and problem resolution is about to come to an end.  MSES, who employed the consultant, and this Unit will be monitoring the impact on the IT Help Desk.

6. Forward Plan

The Unit has no items on the current forward plan. 

7.
BUDGET UPDATE

Budget Line
Annual Budget

Direct & Indirect
Budget to Month End Direct & Indirect
Actual at Month End

Direct & Indirect
Month End Variance
Anticipated Year End Variance
Comment

I.T. Services
1,133,930
968,924
1,019,231
(50,307)
0
See 1 & 2 below

Print Room
53,030
44,192
44,282
(90)
0


Civic Telephones
115,270
73,148
67,800
5,348
0


Customer Contact
228,350
173,972
140,960
33,012
-
See 3 below

Note 1:

Mainly due to incorrect profiling, carrying costs of staff long term absence and outstanding transfer invoice income.  It is unlikely there will be any carry forward requests for this year.

Note 2:

This budget includes a one-off virement of £63,000 from the risk management budget that was for the purpose of improving the resilience of the e-mail system.  These improvements were completed during the quarter being reported on.

Note 3:

As this is the first budget year for this team it is difficult to estimate what the final financial outturn is likely to be.

Budget bids have been put forward during 2004/2005 for the following:-

Corporate DIP System £45,000 – Capital 

Corporate IT Support for Parish Councils - £3,000 - Revenue

JOHN NUTLEY

HEAD OF CUSTOMER AND INFORMATION SERVICES  
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