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Executive Sum m azty

The Suppor Serwtres Revew Panelundenovok a rmvew atthe end of
2003 to detem he whether the actbns that wer agred at the
conclisbn of the nikvlsage of the Best Valie Reviw of Support
Serwtreshad been m pkm ented.

The rrcomm endaton ofthatPanelwasthatthe BestValie Revkew be
conclided by rrquirng each ndvidualsupportsewre o prpar an
optbns apprakaland to dentfy mpmvem ent actbns n e wih a
BestValie Tookito be desgned forthe pumpose.

The oIbw ng serwtreshave undertaken a BestValie Revew :

FhanchalSewtes

Engheerng and Popery Serwxres
T'Sewtes

Cashkerand Paym ents
EsmtesSewtes

Fach Revkew waschalenged by the SupporSewtresChalenge Panel
and ths repons st out the key aras ofdrscussbn at the Chalenge
Panel

Eisrcomm ended to the Executive:

That the summ ares of the each of the fivre support swktes, as
prsented h thsrepor, be endored.

Thatthe Serwte Inprvem ent PAns forFhanchalSewtes, Engheerng
and Popeny Sewtes, I' Sewtes, Cachiers and Paym ents and Esates
Sewresasstoutn the appendresto thsrportbe adopted.

That the rrcomm endatbns w ith rrgardds to the way bmwar for the
Suppotr Sewitres Best Valie ReveEw be consderd and the mpor to
the O vewirw and Scnithy Board on 1l6th Febmary and the Executie
on 8th Maxh detaihng the Bst two support sewtes shoull conclide
the Support Sewres Best Valie Revew hclidhg an ovemrxhhng
n provem entpBn h Ine w th the copomte suessated bebw : -

L A cowomte appmwach to pht workhg wih other
publt sector omanktobns, hclidhg other bcecal
authortes, srequird. Thsshould hclide bokhg at
tin escaks and a viebn for colbbomtive workhg,
dentfyhg authoriy adsw ith a potentalto crate
centresofexcelence;

I A matx’ appmach coull be adoptd or
prm estehted sewresacwss the Counci, kd by
the Cowomte Pmoperny Functbn, mther than
em pbyhg consulantsto underake a furtherrvew
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as rrcomm ended h the Engheerng and Propeny
Sewles BestValie Report. E B suggested that thks
cshoul be the subgct of a mport to the January
Panelm eethg;

I The packaghg of support sewtresw ih the vew to
m arket testhg t ensure com petiveness and va lie
form oney forthe councihaspotental
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2. htoductbn

21 Folbw ng the Support Serwres Review Panels repor of the progress
made wih the suppor swies best valle ®wvew; t was
recomm ended thatthe mvew be boughtto a conclisbn. Thswoul
requle each ndvdualsupportserwte to prepar an optbnsappmakal
and to dentfy n provem entactons h Ine wih a bestvalie okt to
be desgned forths pumpos. A begoke woktwas deveed and a
three phased appmwach adopted. EFEach ofthe supportsewteswould
then reporttherfndihgsto the SupportSewtresChalenge Panel

22 Folbw hg the successful pibt of ths appmach wih the Human
Resoures Diectorate hh Aprl 2004 and the compkton of phas 1
sewres h August 2004, a further fire support sewktes pmwceeded h
workng thmough the wokit. These serwwreswer: -

FhanchalSewtes
Engheerhg and Properny
I'Sewtes

Cashersand Paym ents
EsmtesSewtes

23 Fach of the above swies then rporned ther fndngs to Support
Serwtes Chalenge Panek that took phce on Wednesday 6th
O ctober, Thurday 18" Novem ber and Friday 19" Novem ber 2004.
Specifraly, and n Ine wih the twoki, the Chalenge Panelasked
each ofthe sewtesto prresntthe olow hg:-

e The muesand futurr dem andson the sawrtre;

e A mbustoptbnsappmial;

e Consulatopn and benchmarkhg hfomatbn to ad the
optbnsappm i lpmcess;

e An dealscenaro forthe future delvery ofthe sewike;

e Sewile Inprvement actons bassd on the rmcomm ended
optobn.

24 The m em bershp ofthe Chalenge Panelcom preed:

CouncibrAmod

CouncibrCarer

CouncibrDarng

CouncibrHaym an

CouncibrM cHugh

CouncibrTumbull

PeterM etcalfe -Unikon

Philp Ham bemger-Dea [6” 0 ctony]

RogerNithokon -South Ham sD BaictC ouncil[18”" Nov ony]
PaulHope -Ieamhg & Culur 6”0 ctand 18" Novony]
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Steve Honeyw il-Socha 1lSewtes [19%” Nov ony]
Paullucas-Stategt DiectorofComm uniy Sewtes [6” 0 ctonly]
@ko presentZoe W ilam son)

25 Asthe Scrmuthy Iead M em berforHum an Resoures, law and Suppott,
CouncibrCarerchaied the Panel
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31

32

33

34

Key D¥cussbn Aras
FhancialSerwies
Paullooby gave a prsntatobn on the optonsappmkaland a future

way fowar for the delvery of FhanchalSewres. Members of the
Chalenge Panelm ¥ed sevem ld Bcussbn ponts:

° The overmIlcost of the sswite, the num ber of qua Iifed
accountantsand the costsperFIE em pbyee;
o The avermge num berofdays stk peryearand possbke

conrebtbn’sbetween the hck of qualfied accountants
and stknesskvekdue to stess;

o nprovem ents h m®achhg twmgets and deadlhes hn
rgpectto the cbshg ofthe Counci’saccounts;

o The num berofem pbyees phnhg the sewtre compard
to those kavhg (safftumovern;

° Custom er, smffand smkehobdervewsofthe sewte and
rasonsforany desatsfacton;

o Rxkw ih rmrgardsto devebpm entiem sand new posts;

° mpltatbnsh rhtbon to the G erxhon’ rpoxg

° Benchm artkhg datm for 2003 and trends fiom prvbus
years;

° Recmim entand rtenton pwbEm sand the potentalfor
parnerhp workhg;

° Sewle nprovem entsbehg driven by the end-usern;

° The difference thsBestValie Revew hasm ade to sewte
delvery.

Allofthe Buesmied were considerd and veraly rrgponded t by
Paullooby and Rrhar Thomwe.

The Chalenge Panelwassatsfied w ih the mrgoonsesgien to the Baues
B\ ked. The Chalenge Panel was ako satsfed wih the
recomm endatbhn  r@n the extthg sewre h-house and conthue
o r-smcture the divebn n Iphtofthe Aduls and Chidrn Sewztes,
the new Fnance System and the new dilectomte stuctur. The
Chalenge Panel was ako satisfed wih the rmcommendatbn to
conthue to hvestjate optonsorhcrased parmmerhp workng.

How ever, the Chalenge Panelrcomm ended thatthe folbw hg Bues
and actbnsar mken nto accountand ncompomted nto the Serwre
hpovem entPhn:-

T In povem entacton mrhthg to the G erxhon'report;
In C kPardem onstatbn ofin provem entsasa resukofthe
B’vVEW ;
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35

36

3.7

38

I Constdemtbn needsto be gien to workforce phnnhg

and  rvew /addrsssa ffsabhres/gradng /qua ifcatbns;
V. Encoumge ncrasd custom ersatisfacton through SIA s;
V. Encoumge hcrased parnerhp workhg.

The am ended FnancilSewres Sewre Inprmvement PAn can be
found h appendx 1.

Engiheerng and Popeny

M ke Yeo gave a prsntatbn on the optonsappmkaland a future
way Pbmwar for the delvery of Engheerng and Propery Sewkes.
M em bersofthe Chalenge Panelm d sevemrmld Bcussbn ponts:

e Concemswih rgardsto rvewhg t revew '’ - the capial
builhg rvew and the prem Fesrehted sewresrevew ;

e Customerstsfacton and the diparty between satsfactbn
on varbuspmw gcts;

e Mor undersmndng wih rrgardds to parmermg’'/fram ew ork
armangem ents;

e The rvew of the =wre by a Beacon Council
M ddEesbomugh) and the contrbutbn and benefis thi
bmughtto the rvew ;

Regondng to G erhon’ mn plcratbns;

Parmershp workhg and amangem ents acrmoss other Devon
counc ik;

Engneernhg and Propery Serwwtresasa ‘BushnessUni’;
Benchm artkhg data and the perentage of progct costs
senton pmecties;

e How the Dxabily Dicrn hatbn Act has imn pacted on the
sLewke;

o Smfftranng,smffro@Eton and custom erfocus;

e Comwomtemandate brpolrtyon enexgym anagem ent.

Allofthe Buesmied wer consderd and veraly rrgponded t by
M ke Yeo and NeiStevens. The Chalenge Panelconciided that the
sewre hasin poved and thatths ‘sory’ shoul be toH.

The Chalenge Panelwassatsfed w ih the mrgponsesgven to the Bsues

B\ iked. The Chalenge Panel was ako satisfed wih the
recomm endatbn to rtah the existhg C ¥iland Stmctum l1Eng heerng
sewre n-house. However, wih mgarxds to the further

recomm endatbn for the Properny Sewtres Group t conduct two
further h-depth evews hh rhton to CapimlBuidhg Desgn sewtes
and prem resrehted sewresw ithh the Counci, the Chalenge Panel
fetthatfurtherchry Brequied.
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310
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The Chalenge Panel rcomm ended that the folbwihg Fsues and
actbns arr mken nto account and ncowmpomted nto the Sewtre
W provem entPhn: -

Compomte support requird for susmnability and enexy
m anagem ent poltes to be put nh phce and then
n pkm ented;

hcecrased partnerxhp workhg and Inksw ih otherDevon
authortes egpechly wih rgars to purhashg power,
boknhg atgenert ssuesand rks.

The am ended Engheerng and Propeny Sewtre I pmvement Phn
can be und h appendix2.

I'Serwies

Bob C Btk gave a prsntaton on the optbnsappm®aland a futur
way omward forthe delvery of T'Serwtes. M em bersofthe Chalenge
Panelm ¥d ssvemld Bcussbn ponts:

Pocurm entw ithh II'and workhg to ln prove pmocurm ent
thrugh the Devon Pmcurment Gmwup or thmugh the
compomte procurm entteam htemaly;

Whok Ife costhg of ' sewtres prvided t extemal
custom ers;

C briy sumoundng the progctmethodobgy used wihn IT
Sewresforbrge and an alerproectsand whetherthsw llbe
adopted compomtel;

The Hebdesk and the abily to getthugh to the Hebdesk
SupporO ffrers;

M axin Ehg extemalhcom e forthe C ounciland pmom othg I
Sewresto others;

Understandng the smtetcs sumoundhg IT' tahhg and the
num berofcoures mn peryearverus the num berofpeopk
tta ned;

A vEbn Pr parmnerxhp workhg wih other publt sector
orankatbns;

Tproviebn h Iphtofthe AdulsTmst, and potentalC hidren'’s
Sewrtes, and the differng II'system softhe Prin ary C are Tmist
and the Council;

Benchm arkihg hfom aton thmugh the Sockety ofI'M anagers
(SocCcmM );

An hg for p quartke perom ance aganst perom ance
nhdtrtators;

Feedback on the use of Prnce 2 poectmethodobgy on
maprpmopcts;

The effectofthe G ershon Reporton I'Sewtes;
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3.16

e FEnaur the sswre B bward thihkhg and gets the bahnce
rghtbetw een proviervermus nstgator’;

e Peak purhashg atyearend prsnthg the II' Sewte w ih
potentalprmblkm s.

e Colhbomtive workng riuture in provem ent.

Allofthe Buesmied wer considerd and veraly mgponded to by
Bob C h1k, Steve Hum berstone, Andy M amgets and Bn Hanon. The
Chalenge Panelconclided thatthe serwtre wasvery busy and proud
ofwhattheydo and wer forward thnkng.

The Chalenge Panelwassatsfied w ih the rgoonsesgien to the Baues
B ed. The Chalenge Panel was ako satisfed wih the
recomm endatbn o rtah the exsthg sewte h-house wih a sswtre
In povem ent phn and to further expbr and extend parnerhp
woxkng.

How ever, the Chalenge Panelrcomm ended thatthe folbw ng Bsues
and actbnsbe taken nto accountand ncomwpomted nto the Serwre
hpovem entPhn:-

T Furtherana ¥yssw ih the SO CIM benchm artkhg nfom atbn
wih rrgardsto getsetng;

I Reportto M em bers olbw ng rceptofthe SOCTM rmport
on outsourihg I'n January 2005;

I VEbn and drve towardsm or colhbomtive workng ;

V. M axin ¥2 and ensure the sewite Bgetthg the rohtrtums

from hcom e genemton;

V. Bmowaden horzonsw ih regards to tanhhg wihh a dicret
grwup ofpublc sectorbodEs;

VL Mor analss and understandhg wih rgars to the
Hebdesk to be provided to M em bers.

The am ended T Sewres Sewre Inpmwvem ent PAn can be found n
appendix3.

Cashirsand Paym ents

Adran Iardnergave a presentaton on the optonsappmEaland a
fiture way omwamr forthe delvery ofthe Cashersand Paym ents
Serwtes. Mem bersofthe Chalenge Panelm d sesvermldEcussbn
pomnts:
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3.18

319

e Sewhg others as well as the counci for hsance turst
atactons;

e Ipcalbankhg and the use ofpmwcesshg centres;

e Remnegothtbn ofthe contractw ih the Natiw estBank;

¢ Tcrased hcome from the decrm halsatbn of carparkng
and the use ofsw pe card m achhes;

e The rrsuls fiom the Exit Suwey and non-userxswho may fnd &
hconvenentto use the sewte;

e Expansbn ofopenihg hoursi Ine wih the natbnalavemge;

e Pmcessr-engheerng ofthe Paym ents functon h mhton to
the new FhanchB1M anagem entSystem ;

e The num berofnhvotrespai peryear, the num berofsupplers
thsrprsentsand the use ofpaym entcads;

e The effectson nvotresasa resukofon-lhe purhashg and
Iyreco;

e Benchm arkhg hform atbn and com paronsw th the natobnal
avermgesmtherthan top quarike perfom ers;

e Exphnatbn sumoundng the achkvem entofa 30% rmductbon
n the costofhanding nvotres;

¢ The new FhanchlM anagem ent System and effrences for
the sewte

Allofthe Buesmied wer considerd and veraly mrgponded to by
Adran ILaxner. The Chalenge Panel fek that the Cash®er and
Paym entsSewtreshave wilngl accepted the chalenge ofthe future;
the serwte Bopen to change;the sewre comparsweland sawar
ofthe suesitwilface n the future. The Chalenge Panelfelk thatthe
sewre wasgood mctraly butsmategtraly wilhave to be boked at
I conlincton w ih a num berofsupportserwres.

The Chalenge Panelw assatsfed w ih the rgponsesgven to the Bues
B\ ked. The Chalenge Panel was ako satisfed wih the
recomm endatbn given to conthue w ih the Cashers functon as n-
house sewre proviebn whikt in pkm enthg sewtre in provem ents. h
Aprl2006 a mrvew ofthe opemtbn ofcach offtesw ilbe underaken
once the mpactofekctront paym entshasbeen fuly asesed. W ih
rgards to the Paym ents functbn, the Chalenge Panelwas satsfed
w 1h the rcom m endatbn o @ h the sewte h-house and rvew the
future delvery optons aflerthe new fnancilm anagem ent system =
n pkm ented.

How ever, the Chalenge Panelrcomm ended thatthe folow hg aras
and actons ar taken nto accountand thata fuly cosed Sewtre
npovem entPhnwih SM ARTtagetsbe adopted: -
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322

323

L Conthue t underake benchmarkhg but ensur
com paronsar wih the top quarik (top 25% ) perfom ers
mtherthan natbnalavemges;

In Take accountofthe nonusersuwey raulsh uture sewte
n provem ent.

The am ended Cashersand Paym ents Servvre In provem ent PEn can
be ound h appendix 4.

Estates Sewice

Sam Parxridge gave a prsent@mton on the optbns appraxaland a
fiture way bward forthe delvery ofthe EsmtesSewtre. Membersof
the Chalenge Panelm red sevem ldscussbn ponts:

e Benchm arkhg valiatbnsand ensurmg com petiiveness;

e Underakhg woik forthe Totbay Devebpm ent Agency and
the em pbym entofa M arne Valien

o Esmtes sewlres for the Aduls Tmst and consdemton for
EsatesM anagem entatToayHosia

e The buyhg and s=lhg ofasetsforhcom e genemton forthe
C ounci;

e Consdemtbn t parmmerhdp workhg wih neghbourng
authortes such as Tegnbridge Dxort Counci, South Ham s
Deuart Counci and Devon County Counci nclidng the
tn escaksthe sewresar workng to and the shared viEDn;

e Parmershp workng and parmerng anangem ents;

e An nhg mwarsachkvng the Qualty Asuumnce Schem e BO
9000

e The rvew of popeny/prm s rhted functbns n the
council and the suggestbn of matrikxk workng mther than
consulantsunderakng the revew ;

e hsumnce coverto schookand opthg out;

e Customer consulatbn and meethg the 5% inprvement
tAarmeteach yearn

e (C hrfratbn and undersmandihg of ‘non-sewte asets’.

Allofthe Buesmied wer considerd and veraly mgponded to by
Sam Parxrdge. The Chalenge Panelwekom ed the m ove towards the
B0 9000 qgualty asumnce sandar but fek the =swite needs
chalenge and com petiton.

The Chalenge Panelwas satsfed wih the mcomm endatbon to mrtan
the sewite h-house wih the moniowrang of ckar perom ance
measures and mwets or conthuous m provem ent. The Chalenge
Panelwas ako h agrement wih the rmcomm endatbns to expbre
opporunies orcbserworkhg consorh forgpechlstwork w ith other
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324

325

326

publc sectorbodesorprvate providers togetherw ih the conthued
devebpm entoffom alSerwtre IlevelAgrem entsw ith clents.

The Chalenge Panel ako suppor the rmcomm endaton that al
prm s rhted swres be dmwn tgether thmugh a matmx of
sewresbehg asembkd wih each sewtre rtahhg isown dently.
The B mther than the prm restehted ®vew ushg consulants as
recomm ended h the Engheerng and Pmwpery Sewre Best Valie
Revew rport. The Chalenge Panelconsderd the matrx’ appmach
and a omum Prpwperny rhBted sewiteswih cbserworkhg between
each ofthe prem Fesrehted sewrreswasa positve way fowaxd.

How ever, the Chalenge Panelrcomm ended thatthe folow hg aras
and actbnsar mken nto accountand ncompomted nto the Serwre
W provem entPhn: -

L Realcomm im ent to the ‘publt’ ensurng the sewtre =
userkd and notpwcesskd;

In Further consdemtbn of pht workhg wih other publ
sectoromanktbns, hclidhg otherbcalauthortes.

The am ended Estates Sewtre I prmvement PBn can be found n
appendi5b.
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42

43

44

A WayFomward forthe SupportSewtresBestValie Revew

A further Chalenge Panel has been schedukd for Monday 13%
Decem ber2004 to bokatthe rmahhg two supportswrtesih Phase
2 — Faciitks M anagement and Compomte Polry and Change
M anagem ent. The key dEcussbn aras, rcomm endatbns and
am ended swite mprwvement phns wil be prsntd t the
O vewew and Scmthy Boaxd on the 16 Febmazry 2005 and then to the
Executize on the 8" M axh 2005.

Folbw hg the Chalenge Panelon the 13" Decem ber, PanelM em bers
have rrquested a m eethg w ith Paullucasasthe Iead Diectoron the
SupporSewtresRevew to dicusshow t pmogrssw ih the rvew and
bmg tto a conclisbn. Thm eethg w illtake phce nh Januazry 2005.

The way oward for the Suppotrt Sewites Best Valie Review choull
take hto accountthe lbw hg copomte Buesthathave been m®ed
durng the m ostrecentmund ofChalenge Panelm eethgs:

T A compomte appmwach to phtworkhg wih otherpublc
Sector ogan®tbns, hclidng other bcal authortes, B
requird. Thi should nciide bokng attn escaksand a
viEbn forcolbbomtie workhg, dentfynhg authory kads
wih a potentBlto crrate centtesofexcelence;

I Thata matk’ appmwach be adopted forprem esrehtd
sewresacwssthe Counci, Bd by the Copomte Popernry
Functon, mtherthan em pbyhg consulants to underake
a furtherrwrview asrcomm ended nh the Engheerng and
Popeny Sewles Best Valie Report. E b suggested that
this shoul be the sub®ctofa rportto the Januazry Panel
meetng;

I The potentalpackaghg of support sewtesw ih the vew
to m artket testhg to ensure com petiveness and valie for
m oney forthe council

E & rcomm ended that the mport to the 16" Febmarw O verwew and
Scmthy Board and 8" M arxh Executive m eethg detaing the hsttwo
support sewres choull ako conclide the Support SewtresBestValie
RevEw hclidhg an overmrhhg Inprmvem ent phn h e wih the
compomrmte Fuess@ated above.
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51

52

53

54

55

Conclisbns,Recomm endatbnsand M oniorng
Amangem ents

The Chalenge Panelagred wih the nfom aton prsented and w ih
the rcomm endatbns povided by each sswtre for future delvery
optbnsabng w ih the m odified Sewre In provem entPhns n Ine w ih
the feedbackgwen.

Eistherrforr rrcomm ended to the Executwe :

That the summ ares of the each of the fire support swktes, as
prented h thsrepor, be accepted.

Thatthe Serwte Inprvem ent PAns forFhanchalSewtes, Engheerng
and Popeny Sewtes, I' Sewtes, Cachiers and Paym ents and Esates
Sewlesassetoutih the appendtrtesto thsrportbe adopted.

That the rcomm endatbns w ith rrgars to the way fomward for the
Suppor SewtresBestValie Revew be considerd and thatthe rport
to the 16" Febmawy Ovewrw and Scmtny Board and 8" Marxh
Executive m eethg detaihg the hst two support sewtres choull ako
conclide the Support Sewtes Best Valie Revkw hclidhg an
overmrhhg mpmovem entphn nh Ine wih the compomte Fues smted
bebw : -

T A compomte appmwach to phtworkhg wih otherpublc
sfector oganktbns, hclidnhg other bcal authortes, &
requird. Thi should nciide boknhng attn escaksand a
vEbn forcolbbomtie workhg, dentfynhg authorty kads
wih a potentalto crrate centtesofexcelence;

In Thata matx’ appmwach be adopted forprem resrehtd
sewresacwssthe Counci, Bd by the Copomte Popernry
Functon, mtherthan em pbyhg consulants to underake
a furtherrviw asmcomm ended h the Engheerng and
Propery SewTesBestValie Report;

I The potentalpackaghg of support serwresw ih the vew
to m arket testhg to ensure com petiveness and valie for
m oney forthe council

M oniorng Anmangem ents

Fach Sewre W provem entPhn wilbe hcopomted nto the rmEkvant
d¥vEbnalordiectomte bushessphn. Sewte Ihprovem ent Phnsw il
alko bemonivrd quarery by the mlkevantperdom ance boax.
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Appendix 1

Financial Services Service Improvement Plan

. Date target Othgr . . E§tima§ed Risk Link to
Description Anticipated Outcome Target(s) Date action to be Pe.rfo.rmanc organisati Requnsnble . fm.anc!al Co.rpqr.ate
to start e indicator ons Officer implications Priorities
completed .
involved
Implementation of | The implementation of the new The new system to be January. Go live date | CPA target CedAr — Assistant Officer time — High Financial
the Financial system will greatly enhance the rolled out to all 2004 — January to replace the Director — 50 days Manageme
Information and quality of financial information to all directorates by April 2005 the current software Corporate Failure to nt
Management members and officers 2005. FIMS supplier Finance implement the 71,72,
System (FIMS) system. new system 7.3
All users to be trained in FIMS Project could impact
the new system by April Board upon the
2005. Council's CPA
Training FIMS Project score
programme for all Manager
officers completed Risks of poor
by April 2005 financial
management
across the
council.
Users
dissatisfied with
the new system.
Develop and A clear understanding by our To have all SLA agreed April 2004 March 2005 | Customer None Assistant Officer time — High Service
agree SLAs for customers of the services we and circulated before the satisfaction Director — 20 days Level
2005/06 provide, particularly for Adults and start of the 2005/06 Finance Customers Agreement
Children’s Services. financial year. dissatisfied s
with SLA 10.1,10.2,
10.3, 10.4,
10.5
To develop and A clear timetable is in place for Identify and agree a April 2004 March 2005 | Customer None Assistant Officer time — High Service
improve SLA regular monitoring by the client of process for monitoring satisfaction Director — 20 days Level
monitoring performance standards through SLA | SLAs Finance Agreement
processes. meetings. s
Improved customer 10.1,10.2,
satisfaction by having a 10.3, 10.4,
clear and focused SLA 10.5
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Dat ” Date target bort, Othgr il R - Ef_stima?eld Risk cLink tot
o . ate action erformanc | organisati esponsible inancia orporate
e LT S DT VLB to start i o e indicator gons Officer implications Priorities
completed .
involved
Earlier closure of Completion to statutory deadline. Clear timetable November September Statutory Close Assistant All officers High Financial
statutory accounts developed and met 2004 2006 target for liaison Director — within the Manageme
in accordance closure the with Corporate division spend | Risk of receiving | nt
with the Local Statement of account accounts. external Finance time working qualified 7.3
Government Act presented to Members auditors on the closure | statement of
2003 and in July 2005 and June PWC Chief of accounts. accounts and Medium
Accounts and 2006 Accountant impact upon Term
Audit Regulations CPA score. Financial
2003. Statement of accounts Plan
signed off by PWC in 9.3
October 2005 and
September 2006.
Support the move | An effective Adults Care Trust Review of the role of the | June 2004 October Effective Torbay Director of Officer Time High Financial
towards an Adults | supported by the Financial Services finance support function 2005 support Primary Finance approx.30 Manageme
Care Trust. division. for the provision of service Care Trust days Risk of nt
Adults Services and Assistant inadequate 7.0
develop partnership Director — Any set up financial control
working for the provision Finance costs — yet to Medium
of the finance function be Term
Chief determined. Financial
Revised structure for the Executive PCT Plan
division to support the 9.0
new service
Identification of key risks
for the Council i.e. VAT,
transfer of assets and
liabilities.
Support the move | An effective Children’s Service Review of the role of the | July2004 April 04 Effective None Assistant. Officer time High Financial
towards an supported by the Financial Services finance support function support Director — approx. 30 Manageme
integrated division. for the provision of service Corporate Days nt
Children’s Children’s Services Finance 7.0
Service. Medium
Revised structure for the Term
division to support the Financial
new service Plan
9.0
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Dat ’ Date target Port Othgr il R - Ef.stima!:eld Risk c:Link tot
A _ ate action erformanc | organisati esponsible inancial orporate
e QILEESISSRRIES A A to start Dl e indicator ons Officer implications Priorities
completed .
involved
Benchmarking as | To enable Torbay to compare its To maintain the divisions | September Annual Benchmarki CIPFA Assistant 20 days Medium. Best Value
part of the CIPFA | costs with other local authorities, position as a low cost 2004 review ng Benchmar | Director - officer time Programm
benchmarking Financial Services is a member of provider of accountancy comparison king Club. | Finance Comparison with | e
club the CIPFA Accountancy services with other other authorities | 5.3
Benchmarking Club. CIPFA is local will not be
recognised as the leading To work towards authorities possible without | Financial
professional accountancy body for increasing the number of this analysis. Manageme
the public services and facilitates a qualified accountants nt
number of benchmarking clubs. The | within the division in line 7.0
main focus of the CIPFA club is on with other similar sized
benchmarking costs. To assist in organisations.
this process CIPFA divides the
accountancy function into a number
of clearly defined activities namely:
Financial strategy and planning;
Financial advice; Budget
preparation; Budget monitoring;
Preparation of final accounts;
Technical research and major
projects.
CIPFA Financial To provide Torbay with a profile of To achieve a minimum October September Financial CIPFA Director of 100 days of High Financial
Management its strengths and weaknesses of score of 3 across all 2004 2005 Managemen Finance officer time Manageme
Model financial management categories of t across all across all The FM model nt
performance. aspects of Assistant directorates. will be used as 7.0
the Council. Director — part of the self-
Corporate assessment Medium
Finance process for the Term
CPA post 2005. Financial
Plan
9.0
Gershon Report The Council achieves efficiency To assist in the October March 2008 | Annual Torbay Director of As required to | High Financial
savings as identified by the Gershon | identification of 2004 Budget to Primary Finance achieve Manageme
report efficiency savings of Council in Care Trust objectives nt7.0
2.5% for each of the March of
next three financial each year. Medium
years commencing Term
2005/06 Financial
Plan
9.0
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Appendix 2
Engineering and Property Service Improvement Plan
Timescale Who?

Link to Date Date target Other Estimated
Corporate Action Outcome . 9 Target(s) organisations | Respons (financial)
Priorities CEIO D D50 involved ible implications

start completed Officer
Corporate Ability | To adopt EFQM Excellence Continuous Oct 2004 Ongoing Process based Other Assistant | Officer time
Model for the Service Improvement improvement Stakeholders Director /
actions in may be involved | NS
annual Business
Plans
Corporate Ability | To increase partnering with the - Multiple Oct 2004 Ongoing Increased Suppliers / NS /DS / | Officer time/
supply chain in line with instead of number of Contractors / CEL/TD | potential for
“Gershon” report single partnering Consultants / cost savings
contracts contracts Internal audit on revenue
- Awards work
based on Group
performance purchasing for
- Savings on appropriate
the tendering contracts
process
- Consortia/
shared
working /
purchasing
with adjacent
public bodies
Corporate Ability Distribute lessons learnt to - Lesswastage | Oct 2004 Ongoing Increased time/ | None NS/ DS/ | Officer time
avoid repetition of mistakes and cost and quality CEL/TD
duplication control of
- Extend projects and
Quality customer
Management satisfaction.
System
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Timescale Who?

Link to Date Date target Other Estimated
Corporate Action Outcome . 9 Target(s) organisations | Respons (financial)
Priorities CEIO LD D50 involved ible implications

start completed Officer
Corporate Ability Improve resource Cost effective Ongoing All projects None NS/ DS/ | Officer time
management and planning resource under SLA’s and CEL/TD
management Project Plans
Staff Cheng
motivation Long
Corporate Ability | Take more comparison with Set Ongoing Improved KPI COPROP NS/ Officer time
other service providers improvement ratings Benchmarking Assistant
targets and Group Director
show
commitment
to improve
customer
satisfaction.
Corporate Ability | To develop staff retention Improve staff In accordance with Adoption of a Human Assistant | Officer time
strategy motivation timetable set by Human | staff retention Resources Director
Resources strategy.
Corporate Ability | To acknowledge success and Improve staff Oct 2004 Ongoing | Improved KPI None NS /DS / | Officer time
achievements motivation ratings CEL/TD
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Link to
Corporate
Priorities

Action

Outcome

Timescale

Date
action to
start

Date target
to be
completed

Target(s)

Other
organisations
involved

Who?

Respons
ible
Officer

Estimated
(financial)
implications

Corporate Ability

To redefine key processes

Improved link
between
Business Plan
and the
Strategic Plan
Make Quality
Management
more robust.

Oct 2004

April 2005

Improved
Business Plan
for 2005/06

None

NS/DS/
CEL/TD

Officer time

Corporate Ability

To provide opportunity for
customer liaison pre and post
contract.

Adequate
instruction
and targets
from clients
Introduce
post-contract
monitoring
procedure
Review
meetings with
Clients
Further
develop
SLA’s.

Oct 2004

March
2005

Improved KPI
rating

None

NS /DS

Officer time.

Corporate Ability

In depth review of Building
Capital Design Service

To adjust the
service in line
with future
workload.

Oct 2004

Jan 2005

Balanced
resource and
workload

None

Mike Yeo
/ Neil
Stevens

To be
confirmed as
part of the
study.

Corporate Ability

In depth cross directorate
review of property related
services in the Council

Improved
customer
satisfaction
Financial
savings

Jan 2005

Sept 2005

Improvement
recommendatio
ns

Other property
related support
services /
Chaired by an
Independent

Mike Yeo
+

Consltnts

£5,000 -
£7,000

Page 19




BestValie Revew ofSupportSerwres (Phase 2a)

Timescale Who?

Link to Date Date target Other Estimated
Corporate Action Outcome . b 9 Target(s) organisations | Respons (financial)
Priorities actltor:tto o Iet d involved ible implications

sta complete Officer

- In conjunction Consultant.

with the

Strategic

Partnership

for Property

Practice

(DCC/ODPM)

Corporate Ability | To form a Business Unit Better resource Oct 2004 | Sept2005 | Monthly None Neil Officer time
management Business Stevens /
and target account Cheng
setting operating Long

Community Plan To develop a sustainability and - Clear policy Oct 2004 | March 2005 | Adoption of the | South West Neil Officer time

Sustainable energy management policy. for the policy by the Environment Stevens /

Community Council with Council and Energy Andrew

measurable Group Bourne /
sustainability Steve
targets Haywood
- Incorporate / Bldg
outcomes of Control /
Part P of Bldg Estates /
Regs Asset
- Implement Manager
energy audits
and property
related energy
log books
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Timescale Who?

Link to Date Date target Other Estimated
Corporate Action Outcome action to to beg Target(s) organisations | Respons (financial)
Priorities involved ible implications

start completed Officer
Corporate Ability Review the structure of the - Tocreate March March New structure to | None Assistant | Possible
Group management 2005 2005 be implemented Director savings.
capacity and by May 2005
improve focus
on delivery of
the Strategic
Plan.
Corporate Ability Improved training by rotation of - Increased Oct 2004 Ongoing |- Increased None CEL None
staff between sections ability to deal skills DS
with future - More TD
changes customer
- Improved satisfaction
customer
focus
- Sharing good
practices
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Appendix 3
IT Services Service Improvement Plan
Timescale Who? .
Other Estimated
Description Anticipated Outcome Target(s) Qate i Pc-,:rfo_rmance organisations . (financial)
action to to be indicator involved Responsible implications
start completed Officer

To develop SLA To assist our clients in To establish and Apr/04 Mar/05 Customer none Asst Dir—IT Within existing
monitoring process measuring the IT services complete SLA review satisfaction & resources

provided and to create a forum meetings and adjust IT unit

were issues/requirements can SLA’s as necessary SLA feedback Managers

be identified and tracked actions
To continue to To identify strengths and To complete Jun/04 annually ALL Socitm KPI's | Socitm for Asst Dir—IT Within existing
Benchmark the IT weaknesses of the IT support benchmarking exercise Benchmarking & resources
support Services via Services and implement with Socitm. data IT unit
the SOCITM national improvements to try and achieve | To develop Other SW LA’s Managers
programmes upper quartile on all PI's improvement

programme to reach
upper quartile

To report to members Clearer view on IT outsourcing Summarised report to Jan/20055 Feb/2005 “Compare” SOCITM Asst Dir IT Within existing
following receipt of contracts and potential benefits, | members (Scrutiny IT Customer resources
SOCITM “IT pitfalls, etc committee) Support
outsourcing” study Jan manager
2005
Improve capacity 1. Able to “call-off” resources 1.. Establish a list of Apr/04 On-going Customer Other partners as | Asst Dir—IT & | Within existing
Bottleneck option s by | from pre-selected third party “preferred” contactors satisfaction and when IT unit support | planned
establishing organisation without needing to and expertise which required Managers resources.
partnerships and go through formal interview can be provided by IT Agencies
partnership working processes and negotiation of other Devon LA’s.

contracts as is normal with

contractors.

2. Greater use and reliance of

other Devon Partnership LA

resources.
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i ?
DateTlmesg:tee target Performance oy Whot 2 AT
Description Anticipated Outcome Target(s) . e organisations n (financial)
action to to be indicator involved Responsible implications
start completed Officer
Review and re- To encourage best value and 1. Hardware Apr/04 On-going Effective support Yes. — depends Asst Dir— IT & | Savings should
negotiate existing IT evaluate more cost effective maintenance contracts service on contract IT unit support | be found
support contracts as options for support contracts 2. Data & telephone Affects a number Managers
they come up for jointly with other Devon LA’s line rental contracts of Socitm KPI's
renewal 3. Software support
contracts
With other Devon LA’s | To encourage best value for To identify any areas Apr/05 On-going Effective Support | Devon La’s Asst dir—IT To be assessed.
evaluate any common | service delivery where joint provision of service Other private
IT Systems or Services an IT system can bring sector bodies
which could be benefits to the Devon
potentially provided by LA’s
an external service
provider or key Devon
LA Partner
Raise the profile of ITIL's IT Service Management 1. All IT Managers to Apr/04 July/04 Customer Joint course with Asst Dir — IT & | Within existing
ITIL’s IT Service framework is a recognised complete course(s) first satisfaction. other Devon IT IT unit support | training budget
management standard. We intend to train as 2. IT Project Leaders Divisions have Managers
framework within the many IT Staff in this standard as | and Help desk and PC July/04 Mar/05 & a number of been established
IT Section & possible. It will assist is support staff to SOCITM PI's to reduce cost of
implement the developing new complete course training
necessary changes to processes/procedures to 3. Implement ITIL SYSOP provide
IT process/procedures | increase our performance in standards training
terms of IT support and Oct/04 On-going
management.
Provide the necessary | To ensure that IT technical staff | To complete the IT Apr/04 Mar/05 Customer Use of IT Training | IT Unit Within existing
IT technical training to | are fully trained to deliver and training plans satisfaction & a company’s managers IT Training
all members of IT staff | support the multitude of developed for the number of Socitm budget
technical environments within numerous IT support Pl's
the IT division. This will ensure teams
that excellent technical support
is provided to our clients
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DateTimesg:lltee target Performance oy Who? AT
Description Anticipated Outcome Target(s) action to to be indicator org_;amslatngns Responsible ) (flr:_an(tz_nal)
start completed involve Officer impfications
Continue to review IT To make sure the current IT 1. Phase 1 re-structure Jun/04 Oct/04 Effective support none Asst Dir - IT Year/05 costs to
Staff structure in line Structure can continue to completed by OCT/04 service be identified in
with changing structure | provide the IT services to a 2. Phase 2 comple5td budget
and demands of the “changing” organisation by Aug/05 pressures for
Council Mar/05 Aug/05 05/06
Continue to explore To assist in providing extra Explore : Oct/04 Dec/05 Effective support Yes potentially, Corporate Match funding
and bid for funds from | capital to invest in new Extra funding streams service but need to be Customer may be required.
the numerous technological solutions to assist in delivering identified services
Government funding the new Customer Manager ?
streams focus strategy
Extra funding streams
to assist in delivering a Asst Dir - IT
Devon wide Oct/04 Dec/04 Other Devon La’s
Authentication/registrati
on process
Support the move To assist (with partners) the Work with the PCT IT June/04 Oct/05 Effective support PCT IT service Torbay IT unit | To be assessed
towards the Adults delivery of an IT support Service | providers to establish a service providers managers &
Care Trust to the new trust joint strategy for the PCT IT service
provision of IT Services providers
to the trust
Support the move To assist in the creation of an To respond to changes July/04 April/04 Effective support none Torbay IT Unit | To be assessed
towards an integrated effective Children’s Service in in staff locations service managers
Children’s service providing the necessary IT skills | (affects networks,
to manage the change process telephones,etc)
To develop/ integrate
the necessary new IT
systems
To deliver the E-Gov To assist all Directorates of the Deliver targets Apr/02 Mar/06 ODPM target Numerous All the Council | Significant
Targets set by the Council in meeting their E-Gov established in IEG/4 external funding is
ODPM Targets defined in the ODPM’s statement organisations are involved in terms
E-Gov priority outcomes involved in of grants from
document meeting this target ODPM and local
funding from the
Council
Est. £2m - £3m
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i ?
DateTlmesg:tee target Performance oy Whot 2 AT
Description Anticipated Outcome Target(s) . e organisations n (financial)
action to to be indicator involved Responsible implications
start completed Officer
Explore the IT Clearer view of the IT impacts of | Try and develop a Apr/05 Dec/05 None set Devon IT mangers | Asst Dir - IT To be assessed
implications of the the Governments agenda and Devon Wide strategy Devon E-Gov
Governments methods of joint IT service which will meet the partnership
Regionalisation delivery with other La Partners needs of the SW E-Gov
agenda and liaise with | Provide the vision and drive regionalisation agenda Partnership
LA partners to shape towards more collaborative and promote extended Adults Trust
future IT support working ways of collaborative
functions working
Maximise and ensure Maximise income generation Broaden horizons with Dec/04 On-going Income Other public IT Customer Will increase
the service is getting regards to maximising generation bodies Support income not
the right returns from income generated from manager & IT | expenditure
income generation providing IT Training to Training team
other public sector
bodies.
Improve the efficiency | Contact with the IT help Desk is | Analysis of HelpDesk Dec/04 July/05 Customer none IT Customer Within existing
of the IT Held Desk streamlined. calls from the Call satisfaction Support budget
service IT help Desk calls from clients Logging system manger & help
are always answered — ie no provided to Members Desk
engaged calls (scrutiny.) operators
Help Desk
improvement
programme developed
and implemented
ICT Strategy A new ICT Strategy will be Corporate ICT Strategy Dec/04 Mar/05 None set All It Unit Asst Dir - IT £10 - 15k
Development — developed. approved and managers
Develop a new ICT published on Intranet E-Gov Steering
Strategy for the Group
Council which reflects Nominated
the changing structure Directorate reps.
of the organisation and SOCITM
assists in delivering
the priorities of the
Community plan and
Councils Strategic
plans
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Appendix 4
Cashiers Service Improvement Plan
. Timescale Who? Estimated
Link to Other - .
Corporate Action Outcome Qate Lt Target(s) organisations . gfma-n clagl)
Priorities action to to be involved Respo.nsm implicatio
start completed le Officer ns

Best Value / CIPFA Benchmarking Club Identify possible | June 05 Sept 05 | Reach top None A.Lardner | Within

Improving improvements/ quartile for existing

Performance amendments to performance. resources

service. Improve
performance
against good
practice
checklist.

Corporate Ability / | Undertake Customer Survey | Identify Oct 05 Dec 05 | Match service | None A.Lardner | Within

Customer Focus | On quality of service to a customer needs to customer existing
random sample of all /requirements to requirements resources
households. enhance service
Undertake internal customer
survey.

E - Govt Roll out of Electronic Enhanced Jan05 Dec 05 | Meet E-Govt All A.Lardner | Review
Payments to all services service to Targets Directorates impact
across the Council customers after

12 months
Corporate Ability | Development of SLAs with Meet the needs Apr 05 Ongoing | Efficient and Countryside A.Lardner | Within
Customer Focus | customers of the effective Trust existing
customers service Other resources
measured by Directorates
feedback at RHT
meetings.
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Payments Service Improvement Plan

Link to Timescale Other Who? E_stima?ed
Corporate Action Outcome Qate eI E Target(s) organisations . gflna-n cla!I)
Priorities action to to be involved Respo.nsm implicatio

start completed le Officer ns
Best Value / CIPFA Benchmarking Club Identify possible | May 05 Aug 05 | Reach top None M.Allen Within
Improving improvements/ quartile for existing
Performance amendments to performance resources
service.
Corporate Ability | Undertake mail shot to Improve service | Aug 05 Oct 05 Increase None M.Allen Within
Customer Focus | customers paid by cheque to | and reduce number of existing
convert them to BACS costs. BACS resources
payments. payments by
5%.
Best Value / Monthly monitoring of Enhanced Jan05 Dec 05 Improve None M.Allen Within
Improving performance statistics. service to productivity by existing
Performance customers by 5%. resources
redeploying
resources
Corporate Ability | Development of SLAs with Meet the needs of | Apr 05 Ongoing | Efficient & All M.Allen Within
Customer focus | customers the customers Effective Directorates existing
service resources
measured by
feedback at
meetings
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Appendix 5
Estates Services Service Improvement Plan
Tlmescalg - Who?

Link to Date tar Zte to Other Estimated
Corporate Action Outcome action to %e Target(s) organisations | Respons (financial)
Priorities start complete involved ible implications

g Officer
ADDING VALUE TO SERVICE DELIVERY
Corporate | Benchmarking with similar service Improved service Ongoing Ongoing | Improve in one Plymouth City Estates Officer time
Ability providers processes service area Council Manager
following each Poole Council
benchmarking
meeting
Corporate | Assume responsibility for rental Improved service | April 2005 | June2005 | Dispatch of None Jackie Officer time
Ability invoicing and monitoring processes invoices for April Baker
2005 Quarter
Corporate | Develop and agree with Members Improved service | Nov 2004 | June2005 Head of Legal Estates Officer time
Ability policies on on various aspects of processes Services Manager
lettings and in conjunction with the Ailsa
Head of Legal Services the Delaney
recharge of Estates fees (where
appropriate)
Corporate | Introduction of Core Procedures Basis for quality Nov 2004 | Nov 2005 None Estates Officer time
Ability Manual accreditation Manager
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Timescale

Dat Who?

Link to Date tar Zte to Other Estimated
Corporate Action Outcome action to %e Target(s) organisations | Respons (financial)
Priorities start complete involved ible implications

g Officer
Corporate | Move towards quality assurance ISO 9000 for Nov 2004 | Nov 2006 Benchmark Stephen Officer time
Ability ISO 9000 for service Service model with Forsey
Plymouth and
Devon Estates
teams
Corporate | In conjunction with Legal Services Oct 2004 | Dec 2004 Legal Services | Estates Officer time
Ability to review recoverable recharges Manager
and formulate a recharge policy
SERVICE IMPROVEMENT THROUGH PERFORMANCE MANAGEMENT
Corporate | Monitoring of local service Feedback to service | 1% quarter | Ongoing | Continual None Service Officer time
Ability casework performance indicators clients 2005 improvement Valuers
TARGETED AND FLEXIBLE SERVICE PROVISION
Corporate | Commitment to the Public (via Service Dec 04 Ongoing | Standard setting None Estates Officer time
Ability Sevice clients where appropriate) Standards in Business Plan Manager
as “end user” by setting service Monitoring & in
standards Review consultati
on with
staff
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Timescale

. Date BUlE .

Link to Date target to Other Estimated
Corporate Action Outcome action to %e Target(s) organisations | Respons (financial)
Priorities start complete involved ible implications

3 Officer
Corporate | Develop a manual explaining & Summary Nov 04 April 05 None Jackie Officer time
Ability promoting Estates services. information Baker
Electronic document also available available to new
through the Councils Website service clients &
providers
INCREASING CUSTOMER SATISFACTION
Corporate | Client Service liason - Adequate Ongoing Ongoing | Provide cost Service Service Officer time
Ability instruction information for Accountant Valuers
and targets SLAs by Sept 05
from clients
- Review
meetings with
Clients
- Further
develop
SLA’s.
Corporate | To support a review of property - Improved Jan 2005 | Sept 2005 | Matrix working Other property | Estates Officer Time
Ability related services in the Council with customer related support | Manager
the recommendation that Estates satisfaction services

Service still be delivered separately
as part of a matrix of services
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