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	PART A:  2005/06 KEY SERVICE INFORMATION


	1. Purpose

	To provide a responsive, appropriate and customer focused ICT service that helps us become an excellent Council and enables the Council’s services to be more efficient and easier to access and use.
· 


	2. Main functions and the scope of the service

	· Provide a change management service involving business analysis, programme management and project management leadership across the Council including 

· project Office support

· owning internal programme and project processes

· managing EDDC Programme Board

· providing PRINCE2 skills support

· ICT Customer Support Desk acting as the main customer contact point for the service

· Software development which provides support for the management, development and procurement of the Council’s business applications including:

- 40 major business applications

- management of application replacement programme, 2006 and beyond 

- implementation and  integration of third party applications into EDDC technology architecture

- report writing packages such as Business Objects.

· Web development and design authority of the Council’s web site and intranet

· Management of Knowle Reception function and switchboard

· Support and development of the technical ICT infrastructure including:

- Voice and data communications including mobile phones; data network; broadband and voice lines to 15 sites, including all Leisure Centres
- 600 desktop workstations and 150 printers

- 30 remote devices such as digital cameras, picture phones; hand-held computers

- 30 laptops

- 40 servers with Novell, Unix, Linux, and Microsoft operating systems
· e-Mail and calendar system delivering around  5000 messages per day

· ICT training  to a standard that will take staff and members should they desire it, through the European Computer Driving Licence 

· Geographical Information Systems (GIS) including:

- Over 250 overlays and maps available to all staff on the corporate GIS system

- Corporate local land and property database (LLPG) at highest national level (1):updating the national hub bi-weekly and intended to be used by all business applications

- Street name and numbering service

· Central reprographics and post service handling through a contract with Xerox
- 3.6m black and 100k colour prints per year

- 300k outgoing items of post per year

- 300k internal items of post per year

- up to 25,000 items for folding and insertion

· e-Government and ICT strategy development and implementation
· Customer Access Strategy lead, with the  two main projects being
· Customer Services Centre…involving a complete review of the Council business processes and transforming them using CRM, workflow and document management technology

· Access for All…ensuring our harder to reach customers have equal opportunity to access our services.



	3. Main customers, stakeholders and partners

	Customers

· All services, officers and Members of the Council

· Indirectly, all residents and visitors are our customers through the work of our direct customers and our e-Government programme

Stakeholders

· Our customers and partners

· Central government, particularly the ODPM

Partners

· The members of the Devon e-Government Partnership (e-Partnership)
· Head of ICT of all 11 partners in Devon
· Town and parish councils

· Xerox Business Services (Central reprographics and post managed service partner)

· Several key suppliers of software and services eg Star networks, NDR ; Anite, Academy, Trent.


	4. Key strategies for this service

	· Customer Access Strategy…and all customer service standards generated within this strategy
· E-government priorities that are now leading into T-government (T for transformation, which essentially is the effective use of the e-government technology in combination with business re-design )
· Developing and managing the ICT Strategy for the Council

· Achieving the NeSDS (National e- Service Delivery Standards) targets for ICT

· Achieving “silver level” of BS7799, the Information Security standard



	5. Resources

	Employees:
Type
Full-Time

Part-Time

FTE

Permanent:

17
11
22.7
Fixed-Term:

2
2
Casual/Temporary:

0
0
0
Total:

19
11
24.7
Buildings:
· Based at the Knowle with a central computer room, the ICT service also supports 16 other sites including all Leisure Centres, depots, galleries, offices and pavilions.  It is being discussed that the East Devon Business Centre would become the Council’s disaster recovery site and hence space would be made available to house specialised computer equipment.
Plant/Equipment:
· 40 Servers

· More than 700 desktops, laptops, printers, photocopiers and other equipment

· data networking equipment at all sites

· voice network and switches at all sites

· 400 mobile phones

Financial:
For details of the financial resources invested in the service, please refer to the draft Revenue and Capital Estimates 2006/07 booklet that accompanies this Service Plan.


	6. Key strengths

	· Strong capable ICT leadership and a motivated ICT team

· Embedded customer focused ICT support services

· A modern ICT infrastructure that is capable of supporting the business 



	PART B:  2005/06 PERFORMANCE


	7. Performance indicators – current and past performance

	
	Actual 2004/05
	Target 2005/06
	Actual 2005/06

	National Performance Indicators

	BVPI 157  - E enable 100% of those services possible by Dec 05


	79%
	100%
	

	Local Performance Indicators

	L14 Customer satisfaction
	5.2
	5.4
	

	L15 Calls resolved on time
	94%
	95%
	

	L16 Completed projects
	-
	80%
	

	L23 ICT Training hours/employee
	1.57
	8.5
	

	L94 Calls answered within 5 rings
	83%
	88%
	

	L106 Systems Availability
	-
	98%
	


	8. Key achievements in 2005/06

	· Customer Service Centre project progressing; programme manager hired; council-wide plans being developed; CRM and DIPS technology in test; plans being produced aiming for completion by April 2008.
· All major software application replacement projects completed.
· All e-enabled services, as defined by BVPI 157, operational.
· ICT Customer Support team working well, achieving very good customer feedback.

· Web site quality remaining high, gaining good scores in a mystery shopper exercise and continuing to gain council-wide input to the content.
· Web site delivering many, but not all, of the priority outcomes identified for e-government

· Reduced ICT budget by 12% while increasing customer satisfaction with the service
· Secure Remote Access working has begun and is proving a major benefit to officers in all services.
· In progress, and scheduled for completion by April, is the delivery by the e-partnership Portal of the community web pages and the web-based information sharing tools.
· The Information Security Policy has been released and awareness sessions for all computer users have begun.
· Postage costs continue to reduce through smarter working and use of email and web technology (estimated savings of £20K last year and another £10K this year)


	9. Customer satisfaction in 2005/06

	· The ICT Service scored well in the internal customer satisfaction survey held in September 2005 with over 90% of respondents being satisfied with the service although comments were received about the complexity of the survey itself.
· EDDC continues to work well within the e-government partnership taking lead on a number of issues such as web design and participating in shared projects such as Government Connect and Hydra project management.



	10. Performance review for 2005/06

	A number of objectives have yet to meet their full potential:
· Reduction in printing costs…the volume of back and white prints requested from Xerox has dropped steadily over the year but the nature of the contract with Xerox means that no cost savings are apparent.  A project will be created to reduce overall printing and copying costs and the scope includes all printers, all copiers, all external printing contracts and purchases; Xerox contract, visual Guidelines policy; and the printing policy in order to manage the complete picture.  Current costs are (estimated) over £350K and a small percentage change could result in significant savings.
· ECDL and computer training…despite having the training courses available the take up is still not as it should be.  Having to take the exams in Exeter meant that very few people have achieved the ECDL.  A new project is being set up to bring ECDL (or a suitable alternative) to EDDC next year together with a request for compulsory training of all IT users to a suitable level.  This is likely to involve the introduction of e-learning packages for use of computers.
· The ICT service continuity plan is dependent upon the Council-wide BCP and, while good progress has been made, a full test will still need to be made in 2006.

· The older “host access” systems are going to take more time and effort to remove that at first considered. The focus this year has been spent on introducing replacement systems.  It is estimated that it will take 18months to find ways to replace all the various remaining smaller systems.



	PART C:  PLANS FOR 2006/09


	11. Key issues to be faced and/or options for change in 2006/09

	· The process mapping and re-design of all Council processes as part of the Customer Services Centre project is a significant effort that will require assistance from the relevant service areas.  The output of this re-design will be configured into the CRM and workflow systems which should enable the new front office/back office organisation to deliver improved service. It is expected that efficiency improvements will also occur and these will be measured and go towards achieving the Gershon efficiency targets.

· Part of the technology behind the Customer Services Centre organisation is the integration of back office systems with front office systems.  This will eliminate the need for staff to type in information twice and prevent them having to use two different systems.  This is a complex and time consuming task for the ICT software analysts and could take two years to complete at current resource levels.
· Leisure going to Trust has prompted a review of whether it is in the interests of the Trust and/or the Council for ICT to provide their required services considering the business model that the Trust need to apply.

· The standardisation of the LLPG as the single property database in use across the Council is a key task that will eventually simplify data collection and save customer frustration from misdirected letters, as well as save the Council time and money.  Before this can be progressed in a major way a review of the current GIS tools is required,  Several years ago the GIS tool “GGP” was purchased for use with GIS applications and it is proving to be a limiting factor in being able to deliver integration with the web and other systems.  A review of the requirements is being carried out with the likely result being a recommendation to purchase a replacement system.

· The Council has implemented several new third party systems in the last two years, each of which comes with its own specific reporting system.  There are now about 15 different reporting packages that ICT and computer users have to learn to use.  The Council needs to migrate to a single, industrial-strength, reporting tool, namely Business Objects.  This will enable a single skill to be maintained and also enable the production of single reports that use data from different systems.

·  The environment is now one of constant change.  There have been examples in the year of the left hand not knowing what the right hand is doing and so an improved method of managing change across the Council, with SMT at the head, is required to help ensure sound management of resources and communication. 



	12. Service improvements planned for 2006/09

	

	Improvements
	Start Date
	End Date
	Lead Officer
	Link to Corporate Priorities and/or key Strategies for this Service

	1. Develop with the Council a new IT Strategy for “post e-government”
	May 06
	Sept06
	Chris Powell
	ICT Strategy



	2. Complete the business software application replacement programme 
	-
	July 06
	Steve Gammon
	ICT Strategy
e-government priorities

	3. Eliminate or replace all existing host access applications and remove the requirement for Reality systems
	July 06
	April 08
	Steve Gammon
	ICT Strategy
Value for money

P4/O4 efficient services

	4. Investigate cross-directorate processes that could be significantly improved through re-design and the implementation of Workflow technology.
	April 06
	April 09
	Steve Gammon
	e-government 
T-government

P4/O4 efficient services



	5. Develop and implement programme of integration between CRM and back office systems ensuring that all possible transactions are available through the website and the customer services centre.
	Jan 06
	Mar 09
	Steve Gammon
(with James Corrigan)
	P4/O2 Targeted services
Customer Access Strategy

T-government



	6. Develop the LLPG as the accurate, single source of property address data in the Council and a programme to ensure that it is used by all Council systems. 
	April 06
	Mar 09
	James Corrigan (with Steve Gammon)
	E –government
Assists with many of the objectives to achieve strategic priorities

	7. Implement programme and project management processes to improve overall Council-wide change management including an IT system (Hydra) for reporting, measuring, communicating and documenting projects to Prince2 standards through the intranet
	Jan 06
	Aug 06
	Chris Powell
	T –government
P4/O4 efficient business

	8. Implement, through the intranet, a system (part of Hydra) for sharing learning, documents, processes etc
	Jan 06
	Oct 06
	Chris Powell
	P4/O3 Shared learning

	9. Develop, lead and  implement a series of projects to make the intranet the single point of access for all key council information, including provision of a council-wide document management system ( using Comino if possible)
	June  06
	June 07
	James Corrigan
	P4/O2 value for money

	10. Develop a business case and implementation plan for replacing GGP as the GIS tool
	Jan 06
	Mar 06
	James Corrigan
	P1/O1 collating base parish data

	11.  Develop a service-by-service programme of implementation of the electronic Document Management system, Comino. 
	Mar 06
	Mar 07
	Steve Gammon (with Ian Craigie)
	P4 efficient business

	12. Develop, with Peter Jeffs, the EastDevon Unlimited website for young people aiming for a minimum of 2000 hits
	April 06
	Sep 06
	James Corrigan
	P1/O3 engaged communities

	13. Continue the development and business cases of the remote access facilities to provide wireless access to systems via tablet PCs and other hand held devices
	April 06
	Sept06
	Paul Bacon
	P4 Value for money and more efficient services


	14. Determine a programme to replace as many reporting packages as possible with Business Objects and establish a council-wide skill base and reporting infrastructure 
	Jan 06
	April 08
	Steve Gammon
	P4 Value for money and efficient services

	15. Develop a process for the management and implementation of change requests to enable improvements to existing business applications (include reporting mechanism to programme board)
	Jan 06
	May 06
	Chris Powell
	P4/O3 Continuous improvement and value for money


	16. Investigate moving from two network operating systems to a single Microsoft network (include costs, risks, benefits)
	Jan 06
	Mar 06
	Paul Bacon
	Value for money

	17. Provision of GIS and Street Name and Numbering capacity to ensure LLPG accuracy and cope with demands of Cranbrook, Science Park, Sky Park
	Jan 06
	Feb 06
	Chris Powell
	Number of outcomes, but including P3/O2

(Budget decision on GIS officer) 

	18. Improve ability to consult on- line with stakeholders by implementing and promoting a web and text consultation service
	Jan 06
	Sep
06
	James Corrigan
	P4/O1 consultation and communication

	19. Investigate business cases for replacement of all third party web “front ends” with “home grown”” designs and implement projects where appropriate.
	Dec 06
	April 09
	James Corrigan
	Value for money

	20. Continue to work with the Planning service to develop systems and processes to meet turnaround targets
	April 06
	Mar 07
	Steve Gammon
	P4/O3 Continuous improvement

	21. Manage the effectiveness and costs of the Council communications (mobiles; landlines; broadband) aiming to reduce costs by at least 5% yearly (£10,000)
	April 06
	April
07
	Ian Craigie
	P4/O4  business like services and value for money

	22. Take control and manage all printing and copying assets and develop options to reduce overall costs to the council by at least 5% (£20,000 a year)
	Jan 06
	Sept 06
	Ian Craigie
	P4/O4 business-like services and value for money

	23.  Design and implement the optimum ICT infrastructure for delivery of live, test and BCP facilities with changes controlled through ITIL standard processes
	Jan 06
	Sept06
	Paul Bacon
	P4/O3 Continuous improvement

	24. Update the ICT Service Level Agreement and gain acceptance for the catalogue of services from all Heads of service
	Jan 06
	Mar 06
	Chris Powell
	P4/O3 continuous improvement and business-like services

	25. Develop infrastructure, processes and skills to achieve “silver “level of BS7799
	Jan 06
	Dec 06
	Paul Bacon
	P4/O3 Continuous improvement

	26. Develop an ECDL learning and testing centre at EDDC which includes an e-learning facility and a series of on-line tests for basic skills.
	Jan 06
	April 07
	Ian Craigie
	P4/O3 continuous improvement 

	27.  Implement change programme within ICT aiming to achieve the “excellent” model of the NeSDS service standard 
	May 06
	April 08
	Chris Powell
	P4 Continuous improvement


	13. Contributions to key corporate improvements planned for 2006/09

	

	Improvements
	Start Date
	End Date
	Lead Officer

	The main corporate improvements the service will introduce in 2006/09 as part of its contribution to the Corporate Strategy are identified elsewhere in section 12 or below.

	-
	-
	-

	The main corporate improvements the service will introduce in 2006/09 as part of its contribution to Business Continuity Planning are:
Develop an ICT Service Continuity Plan to enable the Council wide BCP to occur.

Test the IT Service Continuity Plan

	Jan 06

May 06
	April 06

Sept  06
	Paul Bacon

Paul Bacon

	The main improvements the service will introduce in 2006/09 as part of its contribution to our Customer Access Strategy and the Government’s target of e-enabling all interactions that can be are:
Lead the programme management for the implementation of the CAS specifically:

Customer Services Centre project, including
· Process mapping and re-design of all Council customer processes

· Development of call centre technology

· Implementation of CRM system 

· Baselining all customer services measurements

· Review of Homesafeguard’s business processes and technology with a view to integrating into the Centre

Access for All project, ensuring that all customers, especially those who are harder to reach, have equal opportunity for access to the councils e-services including
· internet access points around the district

· interactive digital TV

Marketing of e-services to our customers to encourage take-up (includes measurement of use by access channels)

Develop programme of  projects to enable the  Council’s website to be transactional for all Council services.  Ensure projects are implemented to achieve the required result.

	July 05

April 06

April 06

-
	April 08

April 08
April 08
April 07
	Chris Powell/Rob Eede
James Corrigan

James Corrigan

Chris Powell

	The main improvements the service will introduce in 2006/09 as part of its contribution to our Equality and Diversity Policy are:
All ICT services to be reviewed against the “social inclusion tool” and changed accordingly to comply.
All e-services, as they are created, to be reviewed against the “social inclusion tool” to ensure they comply with the requirements.


	April 06

Jan 06
	April 07

April 08
	Ian Craigie

Chris Powell

	The main improvements the service will introduce in 2006/09 as part of its contribution to improving Community Safety are:
Providing secure email facilities to Community Safety officer as part of the Gov Connect initiative

	Nov 06
	April 07
	Steve Gammon


	14. Performance indicators – targets for the future

	
	Target 2006/07
	Target 2007/08
	Target 2008/09

	National Performance Indicators-

	BVPI 157 (end April 1 2006)
	
	
	

	
	
	
	

	
	
	
	

	Local Performance Indicators

	Customer Service Centre measures TBD but may include
- customer queries fulfilled at first point of contact

- switchboard within 5 rings (external)

- all council within 5 rings (external)

- voicemail within policy 


	
	
	

	Achievement of ICT Customer Service Levels as defined by service Level Agreement
	
	
	

	ICT Customer Satisfaction rating (monthly)
	
	
	

	ICT Customer satisfaction (survey)
	
	
	

	Availability of Software services (to SLA times)
	
	
	

	Projects objectives completed
	
	
	

	ICT skills and knowledge:

· Completion of basic skills on-line test as a % of computer users in the Council(different skills each year)

· Gaining new skills…% of computer users in the council who have attended a new skills course in the year

· % of computer users who have started the formal exams for ECDL 


	
	
	

	Budget expenditure
	
	
	


	15. Resources required to implement the service plan

	Additional spending/Transfer of resources
2006/07

2007/08

2008/09

None needed.




	16. Efficiencies

	:

· Although not specifically aimed at cost or efficiency savings the implementation of process re-design with the use of the new technology and front/office back office organisation is expected to bring efficiencies in over the next three years.

· Although the ICT infrastructure has doubled in size the last year, efficiency savings continue to be made through implementation of specialist software which has avoided the need to increase headcount. The cost of this software has also been recovered within the ICT budget through reduced use of external resources. 

· The communications reviews and changes with the re-negotiation of contracts will result in savings of over £10,000 a year across the Council.
· The project to bring together all printing and copying facilities under ICT is expected to save over £20,000 across the Council.
· The use of email and the web has already brought in savings in printing and postage in excess of £20,000 with at least £10,000 more expected this year.

· Renegotiation of our internet services has enable the Council to save at least £2000 while doubling the connection to the internet from 2MB to 4MB (cost originally quoted as £10,000 more)
· Use of the new remote access system will enable officers to have access to all council systems from an internet connection anywhere.  This will have dramatic, but difficult to quantify, improvements in efficiency and also morale, as well as reducing travel.


	17. Training and workforce planning in 2006/09

	· Technical skills within ICT are essential to maintain as it is so much more expensive to buy in external contract help.  It also maintains and improves morale for ICT staff of they are continually upgrading and refreshing their skills (and being rewarded for it!)
· Turnover is expected to be low in the ICT area as long as the training and reward expectations can be met.

· The major change to be considered is the Leisure Trust (Housing stock options changes are not being considered).  Under the new management the complexity of the ICT system has increased markedly with several new systems and servers being added by March 06. The choice is whether to add resources to cope with this increased complexity or to hand all the systems and services over to Leisure to manage as they see fit.  The resources are currently being set for the latter.


	18. Working in partnership in 2006/09

	· The Devon e-partnership will continue with Devon wide projects being shared amongst the members.
· Procurement projects will continue to be managed though the partnership and through the association of the Devon ICT Heads of Service


	19. Consultation planned for 2006/09

	· The Council’s customers are being consulted on their preferences with regard to access channel and times of opening of the Council.

· An ICT customer satisfaction survey will be carried out around September 06.
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