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	PART A:  2005/06 KEY SERVICE INFORMATION


	1. Purpose

	The Organisational Development (OD) Service exists to support the achievement of the Council’s Corporate Strategy.

This is achieved through:

· providing a professional and responsive service to our internal and external customers across the areas of Human Resources, Training, Payroll and Pension Services and Policy Team

· ensuring that the appropriate corporate and employment practices, policies and procedures are in place and regularly checked for performance, legal compliance and quality

· encouraging and enabling employees to reach their full potential through delivering services in a continuous improvement and performance management culture

· supporting employees in the development of new skills to help them meet the strategic challenges and the change agenda

· modernising pay and reward in line with the national pay and modernisation strategy

· seeking opportunities to attract external funds for the Council

· supporting all that the Council does through timely and effective communication to our internal and external customers and partners.



	2. Main functions and the scope of the service

	The HR and Training Service plays a pivotal role in the achievement of the Council’s priorities.  This is achieved through:

· development of detailed employment related policies that ensure compliance with legislation and enhance employee relations by providing robust frameworks for all aspects of managing people

· provision of guidance, support and advice to managers on all aspects of employment including conditions of service, contractual arrangements, managing absence, disciplinary, performance and training

· production of key management information relating to absence, turnover and key performance indicators.  We call this ‘people data’

· delivery of the workforce plan to support delivery of the priorities

· delivery of leadership, management development programmes and training courses which ensure people are equipped to meet current and future challenges and legislative compliance (including Health and Safety)

· facilitating the recruitment and selection process to ensure the Council employs the best person for the job

· modernisation of the pay and grading structure

· continuous improvement of administrative processes and procedures to ensure maximum efficiency

· delivery of core management development programme to all managers

· ensuring training provision to meet individual and business need through Corporate Training Portfolio

· delivery of stress awareness training and carrying out stress audits to ensure the well being of the organisation.

In 2006/07, it is anticipated that the Human Resources team will be particularly involved in the modernisation of the pay and grading structure due to the implementation of job evaluation.  This is likely to have a huge impact on the organisation due to fact that individuals will be personally impacted.
Summary of Corporate Training (2005/6) (excluding ICT)

 

Actual Mar-Dec 05

Projected Jan-Mar 06

Subject

No. of courses

No of attendees

No. of courses

No of attendees

Appraisal training for Managers

1

22

 

 

Managing People for Success

1

14

Diversity & Equality

1

11

1

14

Managing Absence

1

7

 

 

Recruitment & Selection

2

17

 

 

Managing Change

1

12

 

 

Welfare Benefits – Signposting I

1

9

1

10

Fire Safety Awareness

2

18

 

 

Job Evaluation

1

14

 

 

Customer Care/Complaints

1

12

 

 

New Customer Care Course (Customer Service Centre)

1

10

Writing Letters & Reports

1

11

1

12

Welcome Day

3

39

1

15

Running Effective Meetings

1

8

1

12

Time Management/Personal Organisation

2

26

1

15

Members Diversity training (2 sessions)

2

20

 

 

Risk Assessment (2 sessions per day)

8

76

1

10

Effective Financial Management

6

50

1

14

Plain English

1

16

1

20

Manual Handling
1

10

Health & Safety at work
1

15

Retirement course
1

14

1

16

Assertiveness
1

15

Face to face Conflict Management
2

30

Presentation Skills 
1

12

Stress Awareness (Will be rolled out Corporate wide beginning in February 06)
 

 

Totals

36

384

18

244

Summary of ICT Training (2005/6)

 

Actual Mar-Dec 05

Projected Jan-Mar 06

Subject

No. of courses

No of attendees

No. of courses

No of attendees

Windows & File Management (ECDL)

15

50

3

15

GroupWise First Steps (ECDL)

6

13

3

15

Excel 2003 - First steps

5

18

2

10

Excel 2003 - Formulas & Functions

3

9

2

10

Excel 2003 - Formatting & Printing

2

4

1

5

Word 2003 - First steps

2

2

1

5

Word 2003 - Formatting

3

5

2

10

Word 2003 - Tables & Mail merge

4

8

2

10

PowerPoint 2003 - First steps

4

14

2

10

PowerPoint 2003 - Formatting

1

1

0

0

GroupWise Calendars

3

6

2

10

Word 2003 Upgrade

70

287

4

20

Obtree Web Editors

5

19

1

5

ICT Induction

24

43

10

20

Members Training

3

3

1

5

Remote Access for Wardens / home workers

6

22

6

18

Totals

156

504

42

168

Payroll Services

The Payroll Services team provides an accurate and timely payroll and benefits administration service to employees and Members.

This is achieved through:

· timely processing of one monthly and one four weekly payroll (25 pay runs per annum)

· ensuring all Inland Revenue returns are submitted and that they are on time

· ensuring payments and deductions are made according to appropriate policy and legislation

· processing of all sickness absence across the Council

· administration of lease cars and loans

· administration and regular review of the Local Government Pension Scheme and ensuring local policies are updated to reflect legislative changes

· development of integrated HR and Payroll system to facilitate accurate and efficient payroll delivery

· provision of payroll service to two Town Councils and the Leisure Trust ( commencing January 2006)
· administration of election payments

· Provision of BVPI statistics
· Payment of all expenses (approx 300 per month).

Approximately 700 people are paid on the monthly payroll and the 300 on the 4 weekly payroll. The Leisure Trust payroll will operate within a Service Level Agreement.
Policy Team

The Policy Team’s main aim is to establish corporate processes to help the Council and its service areas to achieve best practice and continuous improvement in pursuit of the Corporate priorities.

This is achieved through:

· development and implementation of a service planning framework

· continuous monitoring of the Council’s improvement plan (developed following the Comprehensive Performance Assessment) including national and local performance indicators

· accountability for the Communications Policy and ownership of internal and external communication 

· delivery of statutory information including the Annual Performance Plan and Council Tax booklets

· provision of a co-ordinated approach to consultation including support and guidance to each service and raising the profile of consultation

· provision of a co-ordinated approach to gaining external funding

· effective processing and monitoring of formal Ombudsman complaints and establishing best practice

· delivery of policies and training to ensure that members and employees are aware of their obligations in key areas such as date protection and freedom of information

· an average of 6 consultation exercises are organised and analysed by the Policy Team each year
· an average of 100 press releases and 400 responses to media enquiries are issued each year.

· the Policy Officer co-ordinates the quarterly and annual monitoring of 113 Performance Indicators by members, 22 of which are monitored monthly by the Executive Board

· over 500 enquiries on external funding from voluntary/community groups are responded to each year
· over 120 opportunities for external funding are circulated internally to managers each year

· an average of 12 complaints are received from the Ombudsman each year together with an average of 16 Stage 3 complaints (considered by Monitoring Officer) all of which the Policy Team deals with directly.



	3. Main customers, stakeholders and partners

	Customers:

Our customers include employees, Members, complainants, the public, local journalists and voluntary groups.

Stakeholders:

Audit commission, Ombudsman and ODPM.

Partners:

Devon County Council, other public sector authorities such as other district authorities, Devon Improvement Group, Devon Communications Group, Devon Consultation Group, South West Regional Assembly, UNISON, Inland Revenue, East Devon Community Safety Partnership, East Devon Primary Care Trust and Local Strategic Partnership.


	4. Key strategies for this service

	This section sets out the contributions of the OD service to corporate strategies which all services have a part in implementing and lists other strategies that are significant in directing the work of the OD service.

Customer focus, e Government and customer access

The OD service will play a key role in the achievement of establishing a contact centre for East Devon District Council.

Community safety

The Council retains a key role as one of the partners of East Devon Community Safety Partnership (EDCSP).  The Senior Policy Officer (SPO) maintains liaison with the Community Safety Co-ordinator to help enable sharing of information and publication of work carried out by the EDCSP.  The SPO also has a role in establishing the Council’s compliance with Section 17 of the Crime and Disorder Act 1998, which covers how the Council’s services have a duty of preventing crime and disorder where possible in the running of the services.

Other key strategies steering the Organisational Development service are:

· Corporate strategy

· Organisational development strategy

· Employment policies 

· Communications policy

· Grants strategy

· Consultation strategy

· Data protection policy
· Customer access strategy

· Use of resources and value for money (key lines of enquiry for Comprehensive Performance Assessment)



	5. Resources

	Employees:

Human Resources and Training

There are a total of 6 posts in the team:

· Human Resources Officer – Training

· Human Resources Officer – Recruitment and Employee Relations

· HR Support Officer – Recruitment

· HR Support Officer – Training 

· HR Support Assistant – Recruitment and Training (currently covered by a fixed term contract due to maternity leave)

· HR Support Assistant – Recruitment

Payroll Services
There are a total of 3 posts in the team:

· Payroll and Benefits Officer

· Payroll Officer x 2

Policy Team

There are a total of 4.6 posts in the team:
· Policy Manager

· Senior Policy Officer (0.6 full time equivalent)

· Policy Officer

· Funding and Consultation Co-ordinator

· Communications Officer
Plant/Equipment:

· 15 PCs

· Training equipment and a range of resources for trainers

· 1 x laptop

· 1xLCD projector

· 2xOHP

· 1xscreen for show

· 1xTV/Video

· 1x DVD player

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

	The team has now been established for nearly two years.  The individuals doing their roles are experienced and have excellent knowledge in their field which is now complemented by a sound knowledge of the organisation.

The team is flexible and there are a number of examples where individuals have taken on new areas of work.

This flexibility, coupled with the fact that team members have a good idea of each other’s work, has created a resilient, adaptable team which is able to deal effectively with new and fresh challenges.

The team has demonstrated its ability to take the initiative and deliver.

The team has a good reputation throughout the Council and is recognised as having expertise in its main areas of service delivery.

There is a commitment to appraisal and one to ones and the team has remained focused on delivery against objectives.




	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 2a

The level (if any) of the Equality Standard for Local Government to which the authority conforms.
	Level one
	Level one
	Level one

	BVPI 2b

The duty to promote race equality
	 63%
	74%
	

	BVPI 174

The number of racial incidents recorded by the authority per 100,000 population
	 0.8%
	0.8%
	

	BVPI 175

The percentage of racial incidents that resulted in further action
	0%
	98%
	

	BVP1 11a

The percentage of top 5% of earners that are women
	23.30%
	18.00%
	

	BVPI11b

The percentage of top 5% of earners that are from black and ethnic minority communities
	3.30%
	3.5%
	

	BVPI 12

The number of working days lost due to sickness absence
	7%
	7.9%
	

	BVPI 14

The percentage of employees retiring early (excluding ill heath retirement) as a percentage of the total workforce
	0.48%
	0.6%
	

	BVPI 15

The percentage of employees retiring on grounds of ill health as a percentage of the total workforce
	0.63%
	0.48%
	

	BVPI 16

The percentage of local authority employees declaring that they meet the Disability Discrimination Act definition compared with the percentage of the economically active disabled people in the authority area
	6.82%


	3.81%
	

	BVPI 17

The percentage of local authority employees from minority ethnic communities compared with the percentage of the economically active minority ethnic community population in the authority area
	0.12%
	0.64%
	

	8. Key achievements in 2005/06



	Human Resources and Training:

· implementation of job evaluation following joint agreement with UNISON

· training for 25 panellists completed and over 50% of jobs evaluated with a target date of March 2006 for 100%

· employment Handbook – 7 more statutory policy areas addressed

· introduction of Home Working Policy to support our family friendly policies

· manager’s guidance developed for all new policy areas

· employee files centralised into HR to reduce duplication and HR to take on employment references once this is complete

· launch and implementation of stress audits and stress action plans

· financial awareness workshop developed as part of the Core Management Development Programme

· implementation of HR Audits to ensure we are operating best practice in people management and internal communication

· launch of Corporate Training Portfolio – on-line guide to all corporate training 

· implementation of integrated HR / Payroll system producing one single database for all employee information

· organisation charts available on-line

· refinement of people data including absence triggers highlighting to managers occasions and number of sick days

· introduction of Recognition Framework including an individual (star performer) and team (hall of fame) based award

· managing grievance, complex absence cases and disciplinary issues with zero referrals to tribunal

· involvement with Devon Improvement Group to develop generic Devon-wide leadership competencies and select providers for leadership programmes

· implementation of the preferred supplier list for temps saving £5k in the first quarter

· formalising all leisure contracts 

· ensuring all training requests have been actioned

· implementation of child care voucher scheme – live date April 2006

· implementation of health care cash plan as an additional benefit to all staff at no cost to the Council

· implementation of formal tender processes for all external training providers

· extensive preparation for application for the investors in people standard and achievement of the standard.
Payroll

· implementation of integrated HR / Payroll system

· testing and implementing patches and upgrades to the system

· automation of manual payroll processes through development of excel spreadsheets that automatically load into the payroll

· development of access database for manual holiday calculations and lease car administration

· review and changes to the lease car policy

· development of key payroll procedures manual 

· establishing ongoing meetings between HR/Payroll to facilitate learning within teams

· updating of the redundancy payments policy

· implementation of some self service options on the HR/Payroll system to allow individuals to update their own personal information

· meeting Inland Revenue target for electronic filing of end of year payroll process.

Policy 
· implementation of consultation guide and strategy

· developed and implemented key communication tools including the communication calendar and the communication planning template

· partnership working with Devon Improvement Group 

· partnership working for funding bids

· review of Middle Managers Forum

· introduction of revised service planning day format and service plan template

· key roles in communication and consultation for Seaton Regeneration Project and Unlocking Exmouth

· key role in Leisure Trust communication

· implementation of SPAR.net which is the on-line performance tool

· review of complaints procedure

· review of the employee suggestion scheme

· revitalised Team Brief and included bouquets which support the recognition framework

· co-ordination of a productive Peer Review 

· co-ordination of Access to Services inspection

· co-ordination of the Value for Money self-assessment

· developed a broader approach to funding, tendering and sponsorship

· published a corporate document setting out written commentaries of what each service is doing and planning to do on Community Safety

· introduced a new publication funded by advertising.


	9. Customer satisfaction in 2005/06

	· In developing and refining policies, we have undertaken wide consultation including the Strategic Management Team, the Executive Board and the Staff Joint Forum.

· All training events incorporate feedback to allow us to monitor delegate satisfaction rates of our courses.  This has shown that out of 36 courses delivered between April and December 2005 (excluding ICT courses) 30% rated the course as excellent, 59%as good and 11% satisfactory.  There were no evaluations which indicated that the training was poor.
· Central Services conducted an internal satisfaction survey in September 2005.  This survey highlighted that: 

· Human Resources and Training – from 24 managers who responded, 71% were very satisfied or satisfied overall with the service they received.   16.5% did not respond positively or negatively and 12.5% were dissatisfied.

· Payroll Services – from 28 managers who responded, 82% were very satisfied or satisfied overall with the service they received.  14.5% did not respond positively or negatively and 3.5% were dissatisfied.

· Policy Team – from 26 managers who responded, 84% were very satisfied or satisfied overall with the service they received, 15% did not respond positively or negatively and there were no dissatisfied customers.




	10. Performance review for 2005/06

	Enhanced service delivery has led to further demand and increased expectations of the services of HR, Policy and Training teams particularly.

Loss of Policy Support Officer post has led to pressure on the team as there is only very limited administrative support available.  This has lead to an increased need to prioritise and difficulty in meeting targets. There is concern that service delivery standards achieved may start to decline as increased demands are made on these services.

Two resignations within the payroll area within the space of one month and difficulty in recruiting for one of the posts created pressure on key people and some service issues.  The two individuals who left had been key in the new HR / Payroll system implementation and therefore vital expertise was lost.  

Due to the requirement to reduce budgets for 05/06, the job evaluation project was not supported with additional HR resource.  This has led to increased workloads for these officers.

Excellent service delivery has been maintained despite these operational difficulties.

	PART C:  PLANS FOR 2006/09

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

	In 2006/09, the impact of job evaluation will be felt as we advise individual officers whether their salary will go up, down or stay the same.  This is a notoriously disruptive process which has had a great deal of negative impact in other Councils.  The Council has agreed a four year protection period in recognition of the fact that we need to retain people and their scarce skills and mitigate any detrimental impact. The Council has an obligation to implement an analytical job evaluation scheme as part of the national agreement with UNISON. We are working closely with the advice of the South West Regional Assembly to ensure that job evaluation is implemented as smoothly as possible.  The Project Initiation Document outlines the risks and associated actions.

Maternity leave in the team means the loss of key expertise for significant periods.  Following maternity leave, it is anticipated that over 50% of the Organisational Development Team will be part time which will bring capacity and communication issues as we increase the number of job sharers.

The Customer Service Centre will require support from all areas of Organisational Development including communication, recruitment, training and payroll support.

New legislation including the Work and Families Bill and Age legislation is anticipated to have a significant affect on policy, processes and administration.

There is significant change planned for the Local Government Pension Scheme and careful communication will be required.

Service Level Agreements for Leisure Trust will need to be reviewed and the service may be required to tender for the Leisure Trust business.

The Seaton and Exmouth regeneration projects are likely to continue to need considerable consultation and communication expertise and support.

The new community at Cranbrook will impact all areas of the service provision for Organisational Development.

In 2006, we will be issuing the General User Satisfaction Survey.

The Comprehensive Performance Assessment regime for district councils and the direction of travel statement will have an impact on the way we prepare for inspections.

District elections are due to take place in May 2007.

The data protection legislation requires that manual records are subject to the same level of protection as electronic records by 2007.

The output from the Task and Finish Forum will have an impact on the communications function.



	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

	Human Resources and Training 
	
	
	
	

	Produce workforce plan for East Devon District Council
	April 

2006
	April 

2006
	Karen 
Jenkins

(KJ)
	Ensuring we have the right people, in the right place at the right time to deliver the Corporate priorities.

	Develop market premium and reward policy 
	April 

2006
	Sept

2006
	KJ
	To ensure recruitment and retention of key skills 

	Develop salary database for ‘hard to fill’ posts
	April 

2006
	Sept

2006
	KJ
	To ensure recruitment and retention of key skills

	Develop job evaluation policy post project implementation
	October

2006
	Dec

2006
	KJ
	To ensure that there is a robust framework for individuals to request re-evaluation of their posts

	Implement new pay and grading structure for the Council
	June

2006
	Sept

2006
	KJ
	To ensure we meet the national modernisation agenda for public sector pay.

	Quarterly HR Audits
	April 

06
	April 07
	Sarah Bolt

(SB)
	Ensuring key performance tools are used and embedded in Council culture.

	Annual review of preferred supplier list
	Sept

06
	Sept 06
	SB
	Ensure efficiencies and savings in line with the Gershon agenda.

	Review advertising agency supplier to ensure quality and cost effectiveness
	Sept

06
	Nov 06
	SB
	Ensure efficiencies and savings in line with the Gershon agenda

	Implement ongoing analysis of media costs
	April

06
	Nov 06
	SB
	Ensure efficiencies and savings in line with the Gershon agenda.

	Implement flexible benefits such as nursery vouchers, health cash plan and computer / bike scheme
	April

2006
	April

2007
	KJ
	To ensure we are an ‘employer of choice’.

	Develop recruitment module of HR system and deliver on-line application form
	Oct

2006
	Nov

2006
	SB
	Ensure efficiencies and savings in line with the Gershon agenda.

	Transfer HR staff file information to disc
	Oct

2006
	April

2007
	SB
	Ensure efficiencies and savings in line with the Gershon agenda.

	Centralise employment reference process 
	April 2006
	June

2007
	KJ/SB
	

	Review location of training and o drive managers guide information to improve accessibility
	April 2006
	June

2007
	KJ/Ali

Clark
	

	Embed leadership, managerial and staff competencies into training and appraisal
	April 2006
	April

2007
	KJ
	To develop the culture and provide universal understanding of the behaviours that the Council values.


	Report to SMT quarterly on local training activity and spend against budget
	April 2006
	April

2007
	Sioux 

Breeze

Derrigan

SBD
	To ensure training budget is effectively managed.


	Provide HR, recruitment and training to Customer Service Centre


	Ongoing


	April 

2007
	KJ/SBD
	To support the Customer Access Strategy.


	Provide OD and HR support in the change process relating to the Customer Service  Centre
	Ongoing
	April 

2007
	KJ 
	To ensure transition to the new approach is managed carefully with no associated grievances.



	Update and introduce employment policy in the light of new legislation.  For example age and work and families bill


	April 

2006
	April

2007
	KJ
	To ensure that we mitigate any instances of litigation against the Council.


	Delivery phase two of the stress audit plan to ensure all areas of the Council are covered
	April

2006
	April

2007
	SBD
	To support the well being policy.

	Delivery equality and diversity training
	April 

2006
	April

2007
	SBD
	To support the Council in pursuit of Level Two of the Equality Standard.

	Delivery of stress awareness training
	April 

2006
	April

2007
	SBD 


	In support of the objectives of the well being policy.

	Delivery of mentoring programme
	April

2006
	April

2007
	SBD


	To support our Investors in People and learning and development agenda.

	Payroll Services
	
	
	
	

	Implement self service for payroll system to reduce manual input
	April 

2006
	Aug

2006
	Terry Wilson

(TW)
	Ensure efficiencies and savings in line with the Gershon agenda

	Develop electronic bacs payments for pensions
	April 
2006
	June
2006
	TW
	Ensure efficiencies and savings in line with the Gershon agenda

	Rewrite pension documents following changes to pension legislation anticipated 
	April

2006
	June

2006
	TW
	To ensure a culture of continuous improvement.

	Create key performance indicators for payroll and pensions service
	April 

2006
	Sept

2006
	TW
	To ensure a culture of continuous improvement.

	Review all tax dispensations for East Devon District Council
	Sept

2006
	Oct

2006
	TW
	To meet statutory requirements.

	Further develop payroll procedures manual to cover all key processes
	April 

2006
	April

2007
	TW
	To ensure a culture of continuous improvement.

	Rewrite LGPS Discretionery Policy in plain English
	Sept

2006
	Oct

2006
	TW
	To ensure a culture of continuous improvement.

	Configure HR system to take account of the new grading structure
	Sept

2006
	Sept

2996
	TW
	To ensure we meet the national modernisation agenda for public sector pay.

	Review need to have monthly and lunar payroll
	Dec 

2006
	March
2007
	TW
	Achieve a culture of continuous improvement.

	Policy Team
	
	
	
	

	Prepare for the Council’s next Comprehensive Performance Assessment
	April 2006
	March

2007
	Bob Darbourne (BD)
	Achieve a culture of continuous improvement.

	Publish a corporate business plan as the Council’s annual performance plan 
	December
2005
	June

2006
	BD
	Introduce a Council business plan.

	Implement the revised complaints procedure
	January
2006
	June
2006
	Debbie Meakin (DM)
	Maintain top 25% performance in the number of general survey respondents who are fairly/very satisfied with the way the Council handles complaints.

	Co-ordinate four statutory user satisfaction surveys to be undertaken during 2006/7
	April 
2006
	March
2007
	BD
	All stakeholders believe the Council genuinely consults and plays an active role in shaping the future of the District.

	Review the Employee Satisfaction Survey and implement 
	January 2006
	October 2006

	BD
	Achieve a culture of continuous improvement.

	Identify and promote the take up of external funding opportunities by the Council and Community Groups
	April 2006
	October 2006
	Sulina Tallack

(ST)
	Provide community leadership.

	Develop corporate policy for dealing with re-use of information 
	April 2006
	Dec
2006
	DM
	Meet statutory requirement.

	Provide consultancy on the development of the Communications Plans for all Corporate Projects and initiatives including Customer Service Centre
	April 2006
	March
2007
	Nick

Stephen

(NS)
	Achieve a culture of continuous improvement.

	Develop a new approach for the second Residents’ Handbook, agree internally and implement
	Feb 2006
	October 2006
	NS
	Achieve a culture of continuous improvement.

	Implement recommendations arising from the Communications Task and Finish Forum
	April 2006
	March
2007
	NS
	Scrutiny Committee of communication then set and meet actions for our communications function.

	Develop Consultation Champions as a working group and deliver a corporate wide approach to measuring customer satisfaction
	Jan 2006
	Sept 2006
	ST
	All stakeholders believe the Council genuinely consults and plays an active role in shaping the future of the District.

	Develop strategy to brand and improve internal communication
	April 2006
	March 2007
	NS
	Hold a Scrutiny Committee review of communication then set and meet actions for our communication function.

	Consult a variety of stakeholders on our corporate strategy through different methods.
	February
2006
	Sept
2006
	BD
	All stakeholders believe the Council genuinely consults and plays an active role in shaping the future of the District.

	Ensure shared learning and continuous improvement from Complaints and Good Practice through existing methods of communication
	April 
2006
	March
2007
	BD
	Demonstrate four improvements a year based on shared learning by Heads/Managers.

	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 set out in section 12 immediately above.


	
	
	

	The main corporate improvements the service will introduce in 2006/09 as part of its contribution to Business Continuity Planning are:

Seek to locate the payroll system off-site so that the payroll may continue to be run in the event of a disaster
Make provision for the continuation of effective communications from the outset of any disaster

	Jan 2006

Jan 2006
	Dec 2006

Dec 2006
	Karen Jenkins/Terry Wilson

Karen Jenkins/Nick Stephen

	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:

Developing on-line recruitment 

Delivery of competency models for all levels and development of structure interviews using competencies

Development of assessment centre approach for recruitment and selection 

Development of communication plan in support of the customer access strategy
	April 2006

April 2006

April 2006

January

2006
	September 2006

September 

2006

September

2006

Ongoing
	Sarah Bolt

Karen Jenkins

Karen 

Jenkins

Karen Jenkins

Rob Eede

Nick Stephen



	The main improvements the service will introduce in 2006/09 as part of its contribution to our Equality and Diversity Policy are:

Implementation of equality and diversity training across the organisation


	April 

2006
	April 

2008
	Sioux Breeze Derrigan

	The main improvements the service will introduce in 2006/09 as part of its contribution to improving Community Safety are:

Promote and publicise the corporate document setting out written commentaries of what each service is doing and planning to do on Community Safety

	April 2006
	October 2006
	Debbie Meakin

	14. Performance indicators – targets for the future

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

	National Performance Indicators

	BVPI 2a

The level (if any) of the Equality Standard for Local Government to which the authority conforms.
	
	
	

	BVPI 2b

The duty to promote race equality
	
	
	

	BVPI 174

The number of racial incidents recorded by the authority per 100,000 population
	
	
	

	BVPI 175

The percentage of racial incidents that resulted in further action
	
	
	

	BVP1 11a

The percentage of top 5% of earners that are women
	
	
	

	BVPI11b

The percentage of top 5% of earners that are from black and ethnic minority communities
	
	
	

	BVPI 12

The number of working days lost due to sickness absence
	
	
	

	BVPI 14

The percentage of employees retiring early (excluding ill heath retirement) as a percentage of the total workforce
	
	
	

	BVPI 15

The percentage of employees retiring on grounds of ill health as a percentage of the total workforce
	
	
	

	BVPI 16

The percentage of local authority employees declaring that they meet the Disability Discrimination Act definition compared with the percentage of the economically active disabled people in the authority area
	
	
	

	BVPI 17

The percentage of local authority employees from minority ethnic communities compared with the percentage of the economically active minority ethnic community population in the authority area
	
	
	

	Local Performance Indicators
	
	
	

	Number of Ombudsman and Stage 3 complaints received and the average length of time it has taken to deal with them
	
	
	

	Number of requests received under the Freedom of Information Act and the average length of time take to respond to them
	
	
	

	Percentage of grants enquiries handled within 3 days
	
	
	

	Number of voluntary and community sector groups given grant advice
	
	
	

	Number of potential external funding sources identified and services informed
	
	
	

	Number of proactive press releases, broken down by service
	
	
	

	Number of reactive press statements issued,broken down by service
	
	
	

	Percentage of Performance Indicators returned by the deadline and accurately to the Policy Team, broken down by service


	
	
	

	Proportion of BVPIs receiving Audit Commission qualification


	
	
	

	15. Resources required to implement the service plan

	Communications/Consultation Assistant 0.6 FTE £15,220.



	16. Efficiencies

	Identified in the Estimates.

	17. Training and workforce planning in 2006/09

	Current Headcount: 14
Current Turnover: 14.28%
Absence rates: Ave 4.76 days per person
Issues associated with absence, stress and discipline within the service:

A stress audit will be undertaken in 2006 for the Organisational Development team. HR Audits confirm that regular one to one meetings are taking place and individuals have opportunities to feedback any issues to their Manager. 
Recruitment and Retention issues faced by the service:

In 2004/5 we experienced two resignations in the Payroll Services team.  As a result of this we have extended the notice period that the new officers have to give to ensure adequate time to recruit replacement staff.

Maternity leave has been taken.  Replacements have not been difficult to find and the individuals taking the posts on a fixed term basis have been excellent.

The implications of key corporate changes on the service over the next 3 years:

The implementation of a Contact Centre will have a significant impact on the entire service. 

This will include:

· communication plans

· consultation with the public over service levels and service improvement

· consultation for new posts, new terms and conditions

· recruitment, selection and assessment methods

· consultation for redundancy (if required)

· training and development for customer service centre staff

The skills required to deliver this Service Plan over the next 3 years:

There is a requirement to increase the headcount by one HR Officer due to the corporate impact of the move towards delivery of services through a Customer Service Centre and the impact of the job evaluation project.

The action to be taken to address the gaps:

Due to the likely requests for part time work from 3 officers, careful thought will be required to ensure retention of skills and capacity.




	18. Working in partnership in 2006/09

	The Organisational Development Team will continue to work closely with the Devon Improvement Group, Devon County Council and through local district networks.

The Human Resources and Training Team will continue to work closely with the primary care trust to ensure that stress audit focus groups are delivered throughout the organisation.




	19. Consultation planned for 2006/09

	The Policy Team will co-ordinate Consultation across the Council which will include:

· developing Consultation Champions as a working group and delivering a corporate wide approach to measuring customer satisfaction

· co-ordinating the four statutory user satisfaction surveys to be undertaken during 2006/07 and leading on the carrying out of the General User Satisfaction Survey

· consulting a variety of stakeholders on our Corporate Strategy through different methods

· reviewing the format of the Employee Satisfaction Survey and carrying out a survey of all staff during 2006

· working with the Co-ordinator of the ‘Public Involvement in East Devon ’ project and the lead consultation officers of the East Devon LSP in enhancing consultation throughout the District

· working with the Devon Consultation Group on the introduction of an electronic consultation system for the whole of Devon called ‘Consultation Finder +’.
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