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BestValie Review ofSupportSewtes (Phase 2b)
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Executive Sum m azty

The Support Sewres Revew Panelunderook a review atthe end of
2003 t detem he whether the actbns that wer agred at the
conclisbn of the hikl sage of the Best Valie Revew of Support
Serwiteshad been n pkm ented.

The rcomm endatbn ofthatPanelwasthatthe BestValie Revew be
conclided by rrquirng each ndvidualsupport sewre t prpar an
optbns appraxaland to dentfy mn provem ent actbns h Ine wih a
BestValie Tookito be desgned forthe pumpose.

The folbw ng sewrteshave underaken a BestValie Revew :

e Comwomte Poltyand Change M anagem ent
e TFaciliesM anagem ent

Each Revkew waschalenged by the SupportSewtresChalenge Panel
and ths rpons set out the key aras ofdicussbn at the Chalenge
Panel

h Iyht of an ke arshg wih rmgards to the dipamte natur of
prem kesrehted’ sewtes wihh the Counci, the Chalenge Panel
rrequested a prsenmton by the Pmwperty Management and
Pocurm entSectbn.

The Chalenge Panelako consderd the overarhhg compomte Bues
affectng the support sewtresofthe counciland have devebped an
overamrhhg sewtre n pwvem entphn accordngly.

Eisrcomm ended to the Executive:

17

18

19

110

111

Thatthe summ aresofeach ofthe threre support sewtres, asprsnted
h thsrepor, be endored.

That the Serwwtre W pwvem entPhns forComwomte Polry and Change
M anagem ent, Faciltks Management and Compomte Asxet
M anagem entand Pro®ctM anagem entas stout h the appendtes
to thsrportbe adopted.

That the potenthal for “packaghg” support swies to ensur
com petitveness and valie form oney be kept under reviw by the
Stategr DIector Perfom ance).

Thatthe potentalforw derparnerhp workihg abngstle the G erxshon
agenda be expbrd.

Thatthe Bsue ofcenttalsatbn orthe htegmtbn of supportsewresbe
consantly kepth m hd h Ihtofthe dynam & stmctur ofthe Council
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20

21
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24

25

atpresnt but that the need Proffrers to work cost effectivel be
rrecognked.

htoductbn

Folbw ng the Support Serwres Reviw Panels report of the progress
made wih the Support Sewres Best Valie Revew; it was
recomm ended thatthe Revkew be bmwughtto a conclisbn. Thswould
rrequle each hd¥vdualsupporrsewire to prepar an optbnsappmkal
and to dentfy n provem entactbns n lne wih a BestValie Tooki to
be desgned orths puwose. A begpoke wwokiwasdevied and a
three phased appmwach adopted. Each ofthe supportsewteswould
then reporttherfndngsto the SupportSerwresChalenge Panel

Folbw hg the successfulpibtofthsappmach and the compkton of
phases 1l and 2a of the support sewtes, the fnaltwo sswites have
com pkted the fhalstage ofthe SupportSewresBestValie Revew n
Decem ber2004. These sewteswer: -

e Comwomte Polryand Change M anagem ent
e TaciliesM anagem ent

Each of the above swtres rporned ther fndhgs to the Support
SewitesChalenge Panelthat took phce on Monday 13 Decem ber,
2004. Speciftrally, and nh e wih the toki, the Chalenge Panel
asked each ofthe serwwresto presentthe olbw hg: -
e The B=uesand futurr dem andson the sawrtre;
e A mbustoptbnsappmial;
e Consulatopn and benchmarkhg hfomatbn to ad the
optbnsappmkalpmcess;
e An dealscenaro forthe future delvery ofthe sewike;
e Sewre Inprmvement actbns based on the rmcomm ended
optobn.

h Ioht of an ke arshg wih rmgards to the dipamte natur of
prem esrehted’ sewtesw thh the Counci, the Chalenge Panelako
requested a prsenmton by the Pmwpery Management and
Pocurm entSectbn.

The Popery M anagem ent and Pmocurm ent Sectbn wasnotparof
the orgnhalscope ofthe SupportSerwresBestValie Review . How ever,
due to a cowpomte restuctur at the end o0f£2004 and the hiwrrcal
dipamte nature of prem resrehted’ sewtesw ithh the Counci, the
Chalenge Panelrquesed the sewtre prentto the W ednegday 19”
Januaty Chalenge Panelm eethg.
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26

2.7

238

30

31

The W ednesday 19” Januaw m eethg alo focused on the compomte
Bauesaffecthg supportsewresacmwssthe council

The m em berxxhp ofthe Chalenge Panelcom prieed:
CouncibrAm ol (13" Decem berm eethg only)
CouncibrDarihg (13" Decem berm eethg onl)
CouncibrHaym an
CouncibrM cHugh @unabk t attend bothm eethgs)
CouncibrStocks 19" Januaw m eethg only)
CouncibrTumbull
PeterM etcalfe —Un¥on wnabk to attend both m eethgs)
PaulHope -Chidren’'sSerwtres
Dan Bates—-W estDevon Bomwugh C ounci 13 Decem berm eetng ony)
Paullucas-Stategt DIrctorforComm uniy
@k prrsentZoe W illam son)

Due to CouncibrCanrertakng a phce on the Executwe, Councibr
Haym an chaied both Chalenge Panelm eethgs.

Key D¥cussbn Aras

Compomte Polcy and Change M anagem ent

Bn Knee gave a prsentatbn on the optbns appmaialand a futur
way Pmward for the delvery of the Compomte Polry and Change
M anagem entD¥Ebn. M em bersofthe Chalknge Panelmied severml
dEcussbn ponts:

Costcom parsons and the differences n size ofPolry Team s
n localAuthortes fiom the benchm arkhg data;

The capacly of the Team , prortsaton and focus agahst
workbad,epechly n rhton to EG ovemm ent;

The bng-tem future delvery optbn rthe Consulatbn and
Researh Sewre to fom a Sngk Publr Sewre Unik for
Torbay and whatw illbe rrquied to m ake thshappen;
Rescarh nto the outuring optbn for the Consulaton
and Ressarh Team and the scope to bok at phtworkhg
w ih neghbourng authortes;

Sa ff mtenton Bues h devebpihg a silkd rsamrh team
w ih techntalknow Bdge;

W hat nvo¥em ent the Team wilhave n the an ocoth minnihg
of the hcrashg move towars parnerxhdp workng and
extema Isa tbhn;

Perfom ance managem ent and Xaues rgarxhg tmet
setthg and how t© ensur m prmvem ents orb5 to 10 years’
tn e;
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e Perfom ance m oniorhg mther than perom ance
m anagem entand nvoyvng the publr and fionthhe smffn a
perfom ance m anagem entculure;

e Chry wih rrgards to the rks and tin escalks attached t
the uture sewtre delvery optbn forthe E G ovemm entTeam
to ‘enhance’ the centtalteam appmwach;

e Tacklhg the new chalengesasochated wih CPA 2005 and
the new m ethodobgy;

e Contngencyphnnhg and whetherther sanythnhg nphce
fther Ba change hh Govemm ent olbw hg a 2005 Geneml
Ekecton;

e Addrsshg FBwues wihnh the Diectomtes to drve swre
mprovem ents and hvolem ent of the Team h swrke
phnnhg;

e A consstentmethodobgy brewre phnnng and ssategt
pEnnng;

e The future delvery optbn for the Polry, Perfom ance and
Communiy Phnnhg part of the DivkEbn of an ‘enhanced’
exBsthg team appmwach and why opportuniesforparnershp
workhg were dicounted;

e The crtera used to decide whih parnerhps the Counci
cshoull expbr bearmg n m hd that some parnerhips wil
beneftand othersw ildettactfrom bcalaccountabily.

32 Alofthe Buesmied wer consilerd and vermaly rgponded to by
Bn Knee,w ith Tin Nanddal Bemar Page and PaulHune Il

33 The Chalenge Panelw assatsfed w ith the rponsesgien to the Bues
mied and wih the mrcomm endatbns presented w ih rgaxds to the
fiture delvery optbns. These optbnswer: -

Team Future Serwie Delvery O pton (s)
Consulatbn and e FEnhance exsthg amangem entsh the shorttem ;
Research e Iong tem opton fora Shgk Publc Serwtre Unt

forToay.
EG ovemm ent e FEnhanced centmalteam appmwach
Polcy,Perfom ance and e FEnhanced exbthg team appmach
Comm uniy Phnnhg

34 The Chalenge Panelalklo wanted to note how mnprsed they wer
wih the hfom atbon prsnted to them by the Compomte Polty and
Change M anagem ent D¥&bn and whathad been achkved wih a
an allteam . However, t sfektthatunkssthe Team gmow sthey w ilneed
to hcrasngl bok towardsparnerhp woikng. The Chalenge Panel
ako £k that mpetusmust not be bst h Ight of the m proved CPA
score.
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35

36

3.7

h Ivht of the above, the Chalenge Panelrmcomm ended that the
folbw ng Buesand actbnsare mken hto accountand ncomwpomted
nto the Servvre mpmwvem entPhn:-

i

N

V1%

Ensure Perom ance Boarxds chalenge the 2005/06
perom ance hdratr and mgets/arget setthg © Ight
ofC PA 2005 and the new m ethodobgy;

Mor emphask on prorishg work and the need t
artcubte riks;

Underake furtherw ork on the benchm arkhg costs;

Exobr httmal and extemal parnerhp/colabomtie
woxkng ;

The devebpm entofa shard veEbn and tm escalkswih a
cutoffdate fora Shgk Publt Serwte Unk (orconsulaton
and research) rToiay;

hclide a sswtre mpwvem entactbn rhthg to expbrg
the potenthl for pht amangem ents wih other Iocal
Authortes;

The am ended Cowpomte Polry and Change Managem ent Sewxte
I provem entPhn can be found h appendixl.

FaciliiesM anagem ent

Steve Hurky gave a presentaton on the optbnsappm saland a future
way Pomwar for the delvery of the Facilies M anagem ent Team .
M em bersofthe Chalenge Panelm rd sevemldBcussbn ponts:

C hrfraton requied w ith rrgardst the 2003 AudiRevew of
FaciltesM anagem ent;

The oolt between the opemtbnaland stateglr kaues and
whetherthE srefected n the budgetforthe sewte;

The use 0f0 Hway M ansbnsand a potentalrceptbn ara
bcated n the Pbyer, M em bers carparxkhg, hir chamges for
the Hetbertand C ecilRoom sand the sendardsofckanless
atO Hway M ansbns;

Ensurng com plance w ih the DEabilty D scrn haton Act;

The need foran opemtbnsm anualforopemtng the Facilices
M anagem ent Sewtre Inegpective of wher the s=wke =B
bcated copomtey;

Recyclhg wihnh Counci builhgs and opporunies for
expansbn;

Opporunies for workhg wih other publt sector bodes
wihh Totay, eg. Polce, Tothay Hospial or nsmance wih
regardsto benchm arkhg,AntiSocalBehavburpolresetc;
The contlact orbuidhg ckanhg and the ckanhg of car
patrksand potenta lforin provem ent;

Concem w ith rrgaxdsto the rvkew ofthe ckanhg contacts
nothavhg taken phce snce Uniary Status;
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312

e Apprhensbn for the revew and makng prmgress wih the
Faciltes M anagem ent sewre mpmwvem ent phn n lght of
anym aprrvew ofaccomm odatbn.

Allofthe Buesmied wer consderd and vermaly rgponded to by
Steve Hurkey.

The Chalenge Panelw assatsfed w ith the rponsesgiven to the Bues
miBed alhough ther was concem rgarihg the rmasons why the
contract for builhg ckanhg had not been rmvkwed shce the
Councilgahned Uniary Smtush 1998.

h Ivht of the above, the Chalenge Panelrmcomm ended that the
folbw ng Buesand actbnsare mken hto accountand ncompomted
nto the Servvre mpmwvem entPhn: -

L C kartimn etablhg and a yearly assesa ent/review ofthe
ckanhg contacts;

I Exobmton nto the potentalphng/packaghg ofthe
ckanhg contracts,eg.to Ph contactsh mhtbn t the
ckanng ofbuidngs,carparksetc;

I Fexbilty and bcaldsrtbon to be nclided n b
descrptbnsasa caveatto the m anagem entthmough
‘cental contwlpmwposed;

V. Artrubte a ckarviebn forthe serwtre to be hcompomted
hto an opemtbnsm anual;
V. Conducta wbustreviw ofthe 2003 Audi

rrecomm endatbnsto chrfy wherr we ar now ‘and
whathasbeen achkved’whih hclidesthe Baue
rhthg o the rrceptbn atO Hway M ansbns;

VL npove recyclhg faciidesw ihih C ouncibuidngs;

VI Actonsh rehtbon to the 4 CsofBestValie to be gven a
bwerprory h the sewtre mprwvem entphn hh Ightofthe
suggested in provem entactonshghlghted above.

W ih rregardsto the future delvery of the sewre, the Chalenge Panel
fettherr wasa hBeckofchry forthe future ofFaciitesM anagem entn
Iphtofthe proposed copomrmte rrstuctur to phce the serwwre w ihn
a conoldated gmwup hcowpomthg Popery Sewites and
Procurm ent.

The Bue rhthg t the diparmte nature ofpwpenty rhted s=wites
wihh the counci had been mied prvbusly by Chalknge Panel
M em bers. Therfore, the Panelrquested a further Chalenge Panel
meethg t enabk Steve Pamnock, Asssant Diector for the Popery
M anagem ent and Procurm ent D¥Ebn, to present to the Panelon
how he woull m ove the propentyehted serwwresfowar.
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314

315

316

317

h Ipht of the above, the dicussbn pohts and rmcomm endatbns
arsng fiom thks subsequent Chalenge Panelm eetng ar detaied
bebw .

The FacilitesM anagem entSewre In provem entPhn can be ound n
appendix2.

Property M anagem entand Procurem ent

Steve Panmock gave a prsentatbn on the Popery M anagem entand
Pocurem ent Sewtre wihn the council Folbw hg the mwcent
compomte msmuctur, members of the Chalenge Panel had
requested chrfratobn that the proposd stmcturre to move alnon
opermtbn propenty rrhted sewtres fiom the Envionm ent hto the ILaw
and Support Bushess Unit W ih the exceptobn of the Esates Sewte)
woul ensure cbserand mor effective workhg amangem entsw thin
the C ouncil

M em bersofthe Chalenge Panelm d sevem ldicussbn ponts:

e The hclisbn ofcarparksand schoolbuidihgs h the portfolo
ofthe num berofpmrwperiesthe C ouncilowns;

e The poolhg together of rmroures and com bhhg exsthg
finctbns mther than the cratobn of new posts to Inpmwve
sewite qua lty;

e Avodng duplratbn, orexampk, the Inksnh to the Custom er
Focus Pathfndern rmhtbon to the cratbn ofa hebdesk for
propenyrehted queres;

e Chrfratbn as t why the Esmtes Sewtre wilrem ah wihh
the Fhance D¥¥&bn;

e Thid pary bookhgs and the faiur t adequately promote
and m arketthe use ofCouncifaciitesh conjincton w ih the
Ants/EventsTeam ;

e The management of Community Centes folbwhg the
deparure ofa keym em berofsaffth SocalSewtes;

e Expbmtbn n to the phtuse offaciitesby extemalbodt s;

e Benchmarkhg wih other bcal authortes and fitur
colbbomtive workng ;

e Ratbnalshg the 16 adm nBmative buildhgs as part of the
esatesstock mtherthan a pecem ealappmach and addng
to pace;

e O ffres bcated at South Devon Colege and tmescalks to
fnd an appwprate ste orre-bcaton.

Alofthe Buesmied wer consilerd and vermaly rgponded to by
Steve Pamock and BilNom an. h r=hton to the pohtsabove, twas
chrfied thatthe Esmtes Sewte wilrem ah w ithih the Fhance D¥i&bn
fora num berofrasons: -
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The BushessUnithandks hcom e and capialrecepts to the
valie of £2m ifbn. The fnancil synexyy and baknce of
m anageralworxkbadsm eansthatthe EsmtesSewte sitsbest
w ihn the Fhance DvEsbn;

The sewte Ebcated n TorHilHouse on the sam e fborasthe
Popery Management and Prmcurment Bushess Unk
albw ng cbse workng rrhtonshps;

Heorralcomwomte rrstucturs pheced the Esates Bushess
Uniw ithh the Fhance D¥kbn forthe rasonsnoted above.

318 The Chalenge Panel agred that the Popery Managem ent and
Pocurm entBushessUninow need to convertthe presentatbn gien
and the dXussbn pohnts above nto sewre mmpmvem ents to fom
prctral steps towards pwpeny’ sewtes wihh the Counci n the

319

future.

h Ivht of the above, the Chalenge Panelrmcomm ended that the
folbw ng Buesand actbnsare mken hto accountand ncomwpomted
nto the Servvre mpmovem entPhn:-

L

=

V1

Expbr cbser ihksw ih the Serwtre Manager orTheatres
and the Arsto dentfy ckarpmwposakto pom ote C ouncil
faciites t© encoumge commerxil gah and wher
possbke to heb comm unity gmups;

Expbre the way n whih the Councilcan getthe m ostout
of its faciltes and to bok h to mtbnalshg them wher
appwprate. ThE may hclide ncrased nvesm ent for
the benefitofcomm exialgan;

Pmoductbn ofan opermtonsm anualfor pwpeny’ sewites
notiyistFaciliesM anagem ent;

Expbmmtobn ofshard faciitesw ih extemalbodes;

EFnsure rfernces to E-Govemm ent ar made h the
Sewre In provem entPhn,e g.on-lne bookngs;
Reporton pmogrssw ih rmgards to rrcordsm anagem ent
and the gaps h the know kdge ofthe Councisasets to
the Compomte Abily Perform ance Boar.

320 Memberxmofthe Chalenge Panelagred to dmw ths e to a cbse.
The Panelwer r-asurd of the poposmsk to htegrmte propeny
rhted sewresh the future. How ever, t 8 requested thatthe Bushess
Untrporrpmwgrssto M em bersn the olbw hg ways: -

e Pmductbn of a moniorng samtem ent hh 12 m onths
outlhihhg whetherthe benefisofthe proposak to brng
the ‘pPopernyrhted’ swres together have been
realsed;

e Provide 6 monthy pmgrs rvews thmugh the
Cowomte Abilty Perfom ance Boax.
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321 The Propery Managem ent and Pmcurm ent Sewte I provem ent

40

41

Phn (hcowomte Compomte Aset Management and Pmogct
M anagem ent) can be found h appendik 3.

Cowomte Bauesand O verarhhg In provem entPhn

Asoutlhed h rrport0 SB/20/04 presented to the O verwew and Scmthy
Board and Executive on 6 Decem ber 2004 and 11% Januar 2004
regpectivel, the SupportSewtesBestValie Revew ako mied ssveral
compomte Bues thatthe Chalenge Panelhad prvbuslk consdered.
These are summ arsed bebw .

The potentalpackagihg of support serwies to ensure com petitiveness and
valie orm oney

42

43

44

The Support Sewtres Chalenge Panel sated that grater chrty &
requled wih rrgardsto the way h whith the Councilconfgurs ==l
I the uture beforr any consdemtbn sg¥ven t the packaghg of is
supportsewres.

The Chalenge Panel feek that £ woull be mor appmmprate t
consder the potenthal packaghg of support sewtres folbw hg the
Custom er Focus Pathfnder and the m ove towards a Chidren’s and
AdulsTmst. AtthEpohttherr maywelbe benefisto consderng this
appmach.

Therfor, twasagred thatths stuatbon shoull be keptunderrvew

by the Executive and the Stategt DiIectorofPerfom ance to consder
at the appwprate tmne. The posibn wilako be m oniord by the

SupportSewtresChalenge Panel

A cowpomrmte apprmach to parnership workhg

45

46

4.7

As a mor nmedbBtt wolitbn the Chalenge Panel dicussed
ncrased colbbomtve w orkng w ih other omankatons.
Colbhbomtie workhg Esarthg to prkup wihih the Counciand the
Chalenge Panelwoul lke to encoumge othersto folbw thkstend.

Thsappmwach woull Ink nto the G errhon agenda w ih the potential
foreconom esofscak benhg ralsed. However, the Chalenge Panel
woul notwantto sse the Councilbse itsautonomy.

Therfor, £ was agred that the potental for wider parmerhp
workhg abngside the G erxxhon agenda shoul be expbrd and that
an n provem entactbn should be devebped accordngly.

The centralisaton/htegraton ofsupportserwices
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48

49

410

411

412

50

51

Therr & ckark mor than one way t delver support swkes.
Alhough the Suppor Sewires Reviw hasnot hdtated that support
sewtrescoul be ntegmted withnh frontInhe serwtresasan opton, ths
Bhmely because support sewtrestend to have an allnum bersofsa ff
and ther ar ckareconom esofscakr netahhg a centmalsewre.

However, ths needs to be backed up wih effective Sewte lLevel
Agrem ents that arr rgubhry revewed t ensur that the support
ewiresar delverng effective sewtres.

The Chalenge Panelnoted thatarassuch asHum an Resouresm ay
notbe abk to be ntegrated hto fionthe sewtesast®sso anal Any
move h thediecton woul rsulh heffrencesand thatopemtbonal
supportona ‘named’offtrerbasssmuchmor approprate.

Therr ar alko other exampks wher ntegmtbn wihh font e
sewiresalrady occurs, such ash the Fhance Team sw ithh Educatbn
and SochlSewres.

The Chalenge Panelconclided thatther ka masonabk bahnce of
centmalzed and ntegrmted provebn of support sewtrtes. Therr, &
wasagred thatthe =ue ofcenttalmtbn orthe htegmtbn ofsupport
sewires shoull be consantly kept h m hd n Ilght of the dynam &
smicture ofthe Counciatprsent butto ako rcognke the need or
offtersto workcosteffectivel.

The Benefisofthe SupportSewtesBestValie mvew

Therportseesthe cbse ofthe SupportSewtresBestValie Review . As
a conclisbn to the revew the Chalenge Panelhave hghlghted what
they feelhave been the benefis fiom conductng the review . These
benefisar outlhhed bebw : -

L Rehforred the bcuson perfom ance m anagem ent;

I Sewre-by-serwre chalenge and sewte in provem ents

I More custom er ocused on who the sewresar ttyhg t
support;

V. Supporrswreshave becom e m ore bushessm nded;

V. hcrased benchm arkng and kamng fiom others and
graterconsulatbn;

VL M echanimm for addrsshg umgent compomte Bues fiom

the Change M anagem entPhn,e g.SIAsand rechaxgng;
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6.0

61

62

63

64

65

6.6

VI Enhanced chrty asto whatthe Counciks bokhg forfiom
Issupport sewresenabhg graterchry w th regards t©
curentsewre vekbto enabk ongong rvew on how to
delverSupporSewresasthe C ouncilchanges;

VIL A better bass on whrh t bas budget sstthg and
focushg onwhatralym atters;

X. hcecrased colhbomtire w orkihhg and notsib-thhkhg;

X. A contrbutopn to an m proved scor of the authorty n is
m ost rcent Com prrhensive Perom ance Assesdn ent, or
exam pk ,thmugh betterw otkhg practces;and

XL n proved bushessphnnhg.

Conclisbns,Recomm endatbnsand M oniorg
Amangem ents

The Chalenge Panelagred wih the hfom aton prrsented and w ih
the rcomm endatbns provided by each sswrte for uture delvery
optbnsabng w ith the m odified Serwre Inprmvem entPhns ih Ine wih
the feedbackgien.

Etistherbr rrcomm ended to the Executwe:

Thatthe summ aresofthe each ofthe 3 supportserwres, asprsnted
h thsrepor, be accepted.

That the Serwwtre W pwvem entPhns forComomte Polry and Change
M anagem ent, Faciliks Management and Comwomte Aset
M anagem entand Pro®ctM anagem entas stout h the appendtes
to thsrportbe adopted.

That the potental for “packaghg” support swies to ensur
com petitveness and valie form oney be kept under revew by the
Stategl DIector Perfom ance).

Thatthe potentalforw derparnerhp worxkihg abngstle the G erxshon
agenda be expbrd.

Thatthe Bue ofcenttalsaton orthe htegmtbn of support sewtesbe
consantly kepthh m nd nh Ihtofthe dynam & stmctur ofthe Council
atprsent but that the need oroffrers to work cost effectivel be
rrecognked.
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6.7

6.8

69

6.10

M oniorng Anmangem ents

Each Sewtre Imhpmwvem ent Phn wilbe hcompomted hto the mlkvant
Bushess Unit bushess phn. Sewre Inpmvement PAnswilako be
m onivred quarery by the Coporate Abily perfom ance Boaxd.

The overarhng Support Sewtres Inprmvem ent Phn wil be the
regponsbilty of the Stategtr Diector (Perom ance) and wil be
hclided aspartofthe Compomte PEn 20052007 and m oniovrd atsk
monthy htewakvha the Compomte Abily Perfom ance Boax.

The bushessphbnsofeach ofthe supportsewtresw lako have regarx
to the fire overarhhg Imn provem entactbnsasoutihed on page 32.
Reference t these actbnswilbe m ade n the rkvantbushessphns
from 2006/07 onwaxds.

The SupportSewtresChalenge Panelhasalo rquesed thatishould
reconvene h eary M axh 2006 to m oniorthe stuaton w ih rgaxdsto
the overamxhihg Support Sewres I pmvement PEn as wel as t
revew each ofthe supportsewresbusnhessphns.
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Appendix 1
Corporate Policy and Change Management Service Improvement Plan
Link to Date‘l’lmes%aalfe taraet Other hod Estimated
Corporate Action Outcome tion t to b 9 organisations R nsible (financial)
Priorities action to o be involved espons implications
start completed Officer
POLICY & PERFORMANCE TEAM
Corporate 1. Develop an approach to Services are 1 Aug 04 31 Dec 04 | PWC Tim Nand-Lal Nil — existing
Ability embedding Best Value challenged, resources
principles stakeholders are
consulted about
service delivery,
comparisons are
used to drive
improvement and a
mix of service
delivery
arrangements are
used.
Corporate 2. Launch benchmarking Improved services by 1 Dec 04 31 Dec 04 | PWC Tim Nand-Lal Nil — existing
Ability guidance learning from the resources
“best”.
Corporate 3. Review, with HR, how Performance is 1 Apr 04 Ongoing Human Tim Nand- Nil — existing
Ability performance management improved. Resources Lal/Sue Draper | resources
culture can be embedded Other LAs being
visited
Corporate 4. Look into use of a family Readily available 1 Jan 05 31 Mar 05 Tim Nand-Lal Nil — existing
Ability benchmarking group for comparators. resources
corporate information
Corporate 5. Implement phases 2 and 3 A performance 1Jan 05 Jan 06 Nexus Tim Nand-lal Nil — already
Ability of SPAR.net reporting system Other LAs in budgeted for
which can be partnership
accessed by staff
and the public.
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Link to DateT'meS%a:e taraet Other hod Estimated
Corporate Action Outcome action to to beg organisations Responsible (financial)
Priorities start completed involved Officer implications

Corporate 6.Review : Effective operation of Policy & Tim Nand-Lal/ Nil — existing
Ability e Strategic Planning process | the “golden thread”. e Oct04 |e Mar05 | Partnership Bernard resources
e Business Plan process e Aug05 | e Nov05 |team/Finance Page/Paul
e Annual Planning process e Apr05 |e Jul05 Looby
Corporate 7. Reconsider the approach for | Corporate policies Jan 05 Jun 05 Communications | Tim Nand-Lal/ Nil — existing
Ability communicating policies and and strategies which team Bernard Page resources
strategies, including everyone is aware of

considering running and understands

workshops/surgeries and

operating a rolling programme

of visiting SMTs, e.g. to embed

performance management.

Corporate 8. Continue to develop the Effective Jan 05 Ongoing Performance Tim Nand-Lal Nil — existing
Ability effectiveness of Performance performance Board Members resources

Boards, in particular through management driving

rigorous challenge of target improvements in

setting and performance service delivery.

monitoring data.

Corporate 9. Develop Best Value A clear approach to Jan 05 Feb 05 Customer Focus Chris
Ability standards through the consultation, Project team Lethbridge
development of Corporate challenge,

standards comparisons and

competition
POLICY & PARTNERSHIP TEAM
Corporate 10.Finalise and implement new
Ability consultation strategy,

including:

e Co-ordination of Reduction in Dec 04 July 06 Police , Health Bernard Page Nil — existing
consultation across consultation fatigue Voluntary sector, resources
agencies, cost effective co Business

Consultation
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i ?
Link to Dat(;l'lmes%aalfe taraet Other Biets Estimated
Corporate Action Outcome action to to beg organisations Responsible (financial)
Priorities involved P implications
start completed Officer
e Publish annual results of Public perception of | April 05 June 05 Geoff Nil — existing
consultation and how it the council as a then Chamings/ resources
has influenced decision listening organisation annually Bernard Page
making,
e Developing consultation Raised quality of Oct 04 Feb 05 Bernard Page Nil — existing
toolkit and protocols consultation resources
e Form an internal Better use of existing | Oct 04 Feb 05 Bernard Page Nil — existing
consultation network expertise resources
e Produce a consultation Improved access to Dec 04 Sept 05 Bernard Software
database information Page/Geoff cost —
Chamings subject to
cost may be
from existing
resources
e Collate planned Improved March 05 April 05 Geoff Chamings | Nil — existing
consultation and co-ordination resources
determine a planned
approach
e Market test 1 general Benchmark efficiency | 2004 annually Geoff Chamings | Nil — existing
survey a year and 1 resources
statutory Best Value
survey every 3 years
Corporate 11. Publicise the work of the Greater awareness April 2005 | April 2005 Geoff Chamings | Nil — existing
Ability team, e.g. through advertising | of the work of the ongoing resources
on the web team
Corporate 12. Keep Viewpoint survey to Data available when Jan 05 ongoing Geoff Chanings/ | Nil — existing
Ability agreed programmes required all survey resources
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Link to DateT'meS%a:e taraet Other hod Estimated
Corporate Action Outcome action to to beg organisations Responsible (financial)
Priorities start completed involved Officer implications

clients
Corporate 13. Publish demographic Improved access to June 05 Geoff Nil — existing
Ability information on intranet and information ongoing Chamings/Doug | resources —
website Haines Chris subject to
Parsons web software
issues being
overcome
Corporate 14. Produce regular updates Greater awareness April 05 ongoing Bernard Page Nil — existing
Ability on the Community Planning of the Community resources
process, including feedback Planning process
from the Local Strategic and shared
Partnership understanding of the
issues faced.
Corporate 15. Review Ward Partnerships | Effective ward Nov 04 April 05 PWC Bernard Page Nil — existing
Ability and links to LSP partnerships linking Deputy Leader resources
to LSP (recommend
ations may
highlight
future costs)
Corporate 16. Explore development of Co-ordinated and June 06 Dec 06 Police, Health, Bernard Page To be
Ability single Research Team for cost effective Voluntary Sector assessed
Torbay Public Services, research during
including a shared vision. evaluation
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Link to Dat(;l'lmes%aalfe taraet Other hod Estimated
Corporate Action Outcome tion t to b 9 organisations Responsible (financial)
Priorities action to o be involved P implications

start completed Officer
E:GOVERNMENT TEAM
Corporate 17. Implementation of ODPM Tangible benefits to
Ability Priority Service Outcomes the public as defined Apr 04 Required | Devon Portal lan Knee / Paul | Nil - IEG
e Support to service in ODPM guidance. outcomes: | Partnership Hurrell funding in
areas in interpretation | Raised profile of e- Dec 05 place
and implementation of | Government agenda Good South West e-
outcomes. (internally and outcomes; | Government
externally). Further Apr 06 Group (SWEGG)
erosion of Silo
e Central monitoring and | approach to service Jan 05 Apr 06 All business units
reporting of progress delivery. Building
to e-Gov Programme | blocks for the
Board, e-Gov Steering | Council’s long term
Group and Directors Customer Focus
Performance Boards Service Improvement
Plan.
Corporate 18. BVPI 157 Achievement of
Ability e Continued e- 100% enablement Apr 02 Dec 05 IT Services lan Knee / Paul | Nil — existing
enablement of Local target as outlined by Hurrell resources &
Government Service BVPI157. Communications IEG Funding
List (LGSL) services. Greater freedom of Team
access to Council
services. All business units
Move towards 24/7
access to Council
services.
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Link to DateT'meS%a:e taraet Other hod Estimated
Corporate Action Outcome action to to beg organisations Responsible (financial)
Priorities start completed involved Officer implications

Corporate 19. Migration/development of Improved internal
Ability Council Intranet communication Jan 05 Aug 05 IT Services Paul Hurrell / Nil — existing
¢ Review of existing Lorna resources
content Communications | Shearman
e Identification of creator Team
and authoring roles for
Intranet All business units
e Obtree training
programme
e Migration of Intranet
content
Corporate 20. Continued Development of | Improved external
Ability Council Internet communications, Jun 04 May 05 IT Services Paul Hurrell / Nil — existing
e Ongoing population of | greater use of Lorna resources
Council website. electronic transaction Communications | Shearman
e Implementation of methods leading to Team
professional workflow | efficiency savings.
in Content Further development All business units
Management System | of a key delivery
(CMS) to assist mechanism of the
content development | Customer Focus
process. Service Improvement
Plan.
Corporate 21. Customer Focus Service (local) improvements
Ability Improvement Plan Pathfinder to Customer service. Jan 05 July 06 Exchequer & Trish Webster / | Nil — existing
e Procurement and Creation of corporate Benefits lan knee resources &
implementation service standards. DWP
Customer Relationship | Comprehensive Planning Funding &
Management (CRM) base-line data to IEG funding
¢ Implementation of inform subsequent Citizens Advice
Electronic Document | phases of the Bureaux
and Records Customer Focus
Management Improvement Plan.
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Link to Dat(;l'lmes%aalfe taraet Other hod Estimated
Corporate Action Outcome tion t to b 9 organisations Responsible (financial)
Priorities action to o be involved P implications

start completed Officer
(EDRMS) and Key Building blocks
Workflow systems. of the Customer
e Development of Focus Service
Council A to Z of Improvement Plan
Services. implemented.
e Maintaining the ‘Proof of concept’
relationship between | approach to council
the Council’s wide call centre /
Customer Focus and contact centre.
e-Government
agendas.
GENERAL
Corporate 22.Improved clarify of reports Plain, Jan 05 Ongoing Plain English lan Knee/ Tim Nil - existing
Ability understandable Society Nand-Lal/ resources
documents Bernard
Page/Paul
Hurrell
Corporate 23.Implementation of new set Effective means of Sep 04 Apr 05 lan Knee Nil — existing
Ability of local performance indicators | measuring the resources
performance of the
service
Corporate 24 Biennial survey of An understanding of Aug 06 Sep 06 lan Knee Nil — existing
Ability customers customer need resources
Corporate 24 .Development of a revised Improved services to Oct 04 Jan 05 lan Knee Nil — existing
Ability Improvement Plan (formerly the Community resources
the Change Management
Plan)
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Link to DateT'meS%a:e taraet Other Rl Estimated
Corporate Action Outcome action to to beg organisations Responsible (financial)
Priorities start completed involved Officer implications

Corporate 25. Introduce a mechanism for | Focussed and Jan 05 March 05 lan Knee Nil — existing
Ability prioritising work, including risk | efficient use of resources
assessments resources
Corporate 26. Undertake further work on | Demonstrably cost Jan 05 June 05 Other local Tim Nand-Lal Nil — existing
Ability benchmarking costs of the effective Team authorities / resources
Policy Team organisations
Corporate 27. Explore internal and Effective use of Jan 05 June 05 Other teams Bernard Page Nil — existing
Ability external partnership / resources within the Council resources
collaborative working, and other local
including joint arrangements authorities /
with other local authorities organisations.
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Appendix 2
Facilities Management Service Improvement Plan
Financial
Thematic Cross Deadline . Implications
. Outcome/Measure of Responsible . Other resource
Ref Action Reference Success (Sta_rt on and Person of Action and implications
achieve by..) Budget Year
1. Strategic Restructuring » All Community | > An effective FM 15" Apr 2005 Steve Budgeted Input from Council
of FM department Plan Themes service structure to Parrock, within Council restructuring
finalised and in 30" Sept 2005 Chris Sexton | restructuring process required
place. and
> Central FM Manager
management
control with
flexibility and local
discretion provided
by the structure
2. FM 2003 audit » All Community | » Review of 15T Apr 2005 Chris Sexton | None None
recommendations Plan Themes recommendations to and FM
completed 30" Sept 2005 Manager
» Proposals for
addressing
improvement
incorporated in FM
Service Plan —
action point 3
below
3. FM Service Plan > All Community | » Formal service plan | 1% Apr 2005 Chris Sexton | None None
Plan Themes in place to and FM
30" Sept 2005 Manager
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Financial
Thematic Cross Deadline . Implications
Ref Action Reference Outcorsnel LEEIE (Start on and Re;ponmble of Action and O.theri.rest.ource
uccess achieve by..) erson Budget Year implications
4, Torbay Council Administrative » All Community | > Agreed list of 1% Apr 2005 FM Manager | None Input from Council
buildings list Plan Themes buildings and to management
responsibilities for 30" June 2005 structure required
FM in place and
included on Intranet
Site
5. FM core services » All Community | > Agreed list of core 15" Apr 2005 FM Manager | None None
Plan Themes FM services and to
responsibilities in 30" June 2005
place and included
on Intranet Site
6. FM Operational Manual » All Community | » Manual developed 1% Apr 2005 Stuart Left None None
Plan Themes and in place to
30" Sept 2005
7. FM Intranet Site » All Community | > Intranet site 15" Apr 2005 Chris Sexton | None Input from IT
Plan Themes developed and to and FM service required.
operational 30" Sept 2005 Manager
containing all
essential
procedural
information and
easy contact
process
8. Rapid response FM help » All Community | > A central point of 1% April 2005 Chris Sexton | None None
facility. Plan Themes contact providing to and FM
immediate effective | 30™ June 2005 Manager
delivery of FM
service in place
9. FM Budgets » All Community | » Existing budgets 1% Apr 2005 FM Manager | Existing Input from
Plan Themes established and to budgets Financial Services
consolidated 31 Mar 2006 restructured required
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Financial
Thematic Cross Deadline . Implications
. Outcome/Measure of Responsible . Other resource
Ref Action Reference Success (Sta_rt on and Person of Action and implications
achieve by..) Budget Year
10. | Administrative building signage | » All Community | > Standard signage 1% Apr 2005 FM Manager | None Input form Graphic
Plan Themes requirements to Design Services
reviewed 30" Sept 2005 required
» Standard FM signs
designed and in
place at all
locations
11. | FM contracts and tendering » All Community | » Comprehensive 1% April 2005 FM Manager | None Input from
Plan Themes rolling list of to Procurement
existing contracts in | 31* March 2006 Service required
place
> Re-tendering
program in place
» Two major
contracts in place
12. | FM contract review meetings » All Community | » Regular review 1% Apr 2005 FM Manager | None None
Plan Themes meetings in place to
30" Sept 2005
13. | Complaints Process » All Community | » Logging and 15T Apr 2005 FM Manager | None None
Plan Themes response system to
for complaints 30" Sept 2005
regarding FM
service contracts in
place
14. | Reactive maintenance program | » All Community | > Processes for 1% Apr 2005 FM Manager | None Input from
Plan Themes effective notification | to Property Service

of defects,
completion of
remedial work and
the updating of
records in place

30" Sept 2005

required

Page 23




BestValie Revew ofSupportSerwtes (Phase 2b)

Financial
Thematic Cross Deadline . Implications
Ref Action Reference Outcorsne/ LEEIE (Start on and Re;ponmble of Action and O.theri.rest.ource
uccess achieve by..) erson Budget Year implications
15. | Policies for Health and Safety » All Community | » Safer working 1% Apr 2005 FM Manager | None Input from Health
and other statutory duties Plan Themes environment in to and Safety, Risk
place 31% Mar 2006 Management and
» Processes in place Property Services
» Monitoring methods required
in place
16. | Corporate building DDA and » All Community | » Structured action 1% April 2005 Chris Sexton | None Input from
Asbestos compliance Plan Themes plans for all to and FM Property Service
Corporate Building | 31% March 2006 Manager required
in place
17. | Recycling processes » All Community | » New processes in 1% April 2005 FM Manager | None Input from
Plan Themes place to Environmental
31 March 2006 Services required
18. | Local Authority benchmarking » All Community | » Formal 15T Apr 2005 FM Manager | None None
Plan Themes performance to
targets and 31 Mar 2006
benchmarking

processes in place
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» All assets coded to
correct service
allocation

Appendix 3
Corporate Asset Management Service Improvement Plan
. . Financial
Ref Action Thv.'a?ne\:;:‘ce:rﬁ:?ss OutcorsneIMeasure of (sg?g:"naen d Responsible Implic.:ations O.ther.respurce
uccess . Person of Action and implications
achieve by..) B
udget Year
1. Asset Management Plan » All Community | > 2005 AMP update 1% Apr 2005 Chris Sexton | None Input from
Plan Themes approved by to Property and
Members 30" Sept 2005 Finance Services
required
2. | TOAD IT development » All Community | » block floor room 1% Jan 2005 Chris Sexton | None Continued input
Plan Themes layout in place to and Emma from IT service
> plans maps photos | 31% Mar 2006 Brown required and
capability in place already committed
» browser update to
facility in place
» condition survey
module in place
» insurance and
lettings modules in
place
3. TOAD data audit and » All Community | » block room and 1% April 2005 Chris Sexton | None Input from
development Plan Themes floor records for all | to and Move Business Unit
corporate buildings | 30th Sept 2005 Manager representatives
in place required
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UL G Outcome/Measure of LD Responsible In|1:|:l>rl‘i?:::ilgrlis Other resource
R e R Success (Stﬁ.rt onband Person of Action and implications
AT 5] Budget Year
4, Major service moves » Making Torbay | » Pearl Assurance 1% Jan 2005 Chris Sexton | All costs Continued input
» Housing a Safer Place House occupied to and Move budgeted for from Estates
» Learning Disability » Improving > Unit 2 Riviera Park | 1% Sept 2005 Manager Property and IT
» Decriminalised Parking Health and built and occupied Services required
Social Care and already
» Improving committed to
Access to
Good Quality
Affordable
Homes
5. Alternative accommodation for | » Placing > Early Years and 1% Jan 2005 Chris Sexton | Budget for any
staff vacating Kings Ash House Learning at the Adult Training to and Move major Input from Estates
Heart of our relocated to 31% Dec 2005 Manager acquisition or Property IT and
Community suitable alternative works still to be | Legal Services
location identified required
6. Possession of Devon Learning | » Valuing our > Full legal 1% Jan 2005 Chris Sexton | Budget for Input from
Resource Centre from Devon Environment possession to and Move refurbishment Property IT and
County Council » Placing » Deeds transferred 30™ June 2005 Manager being Legal Services
Learning atthe | » Torbay Youth considered required
Heart of our Service in within Capital
Community occupation Bids
7. Council space monitoring » All Community | » Rolling space 1% Jan 2005 Chris Sexton | None Input from
Plan Themes requirement to and Move Business Unit
register in place 31% Mar 2006 Manager representatives
> Rolling occupation required
records in place on
TOAD
8. Long term office strategy » All Community | » All relocation 1% Jan 2005 Steve None None

Plan Themes

options identified

to
31% Mar 2006

Parrock and
Chris Sexton
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Thematic Cross o M f Deadline R ibl I Firll-anc-ial oth
Ref Action Reference utcorsne easure o (Start on and esponsible mp |c3at|ons t er resource
uccess . Person of Action and implications
achieve by..) B
udget Year
9. Corporate building facilities » All Community | > Protocols and 1% April 2005 Chris Sexton | None Input from
management Plan Themes procedures agreed | to and Facilities Facilities
with new FM Team | 31 March 2006 Manager Management and
> Program of contract Procurement
consolidation Services required
underway in
conjunction with
Procurement Team
10. | Corporate building DDA and » All Community | » Structured action 1% April 2005 Chris Sexton | None Input from
Asbestos compliance Plan Themes plans for all to and Facilities Property Service
Corporate Building 31% March 2006 Manager and required
in place Property
Services
11. | Adult Trust asset transfers » Improving > Leases granted for 1% Jan 2005 Chris Sexton | None Input from Estates
Health and all transferred to and Legal Services
Social Care assets 30" Sept 2005 required
12. | Child Integration asset » Placing > Allrelevant assets 1% Jan 2005 Chris Sexton | None None
reorganisation Learning at the reallocated to to
Heart of our Children’s Service 31% Dec 2005
Community > Finalised action
plan for staff
reorganisation in
place
13. | Affordable housing review » Improving > Disposal action 1% Jan 2005 Chris Sexton | None Input from Estates

Access to
Good Quality
Affordable
Homes

plans in place for
allocated housing
land

» Disposals policy
review complete

to
30" Sept 2005

Service required
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Ref

Action

Thematic Cross
Reference

Outcome/Measure of
Success

Deadline
(Start on and
achieve by..)

Responsible
Person

Financial
Implications
of Action and
Budget Year

Other resource
implications

14.

Disposals program

» All Community
Plan Themes

> Disposal of St
Marychurch Town
Hall complete

> Disposal of 18
Palace Avenue
complete

> Review of Disposal
opportunities in
place

1% Jan 2005

to
31% Mar 2006

Chris Sexton

None

Input from Estates
Service required

15.

Corporate Asset Management
Team (CAMT) specific asset
issues

» All Community
Plan Themes

» Asset issues for
CAMT
comprehensively
identified and
placed on agenda

> Target for any
issue added to
agenda to be
resolved within 6
months

1% April 2005

to
31% March 2006

Chris Sexton
and All
CAMT
Members

None

Input from CAMT
representatives
required

16.

Repairs and maintenance

» All Community
Plan Themes

> Review of backlog
maintenance
complete

> Review of budget
prioritisation
complete

> Review of budget
source options
complete

» Recommendation
report submitted

15" Apr 2005

to
31°' Dec 2005

Chris Sexton

None

Input from
Property Service
and Business Unit
representatives
required
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Ref

Action

Thematic Cross
Reference

Outcome/Measure of
Success

Deadline
(Start on and
achieve by..)

Responsible
Person

Financial
Implications
of Action and
Budget Year

Other resource
implications

17.

Asset use reviews

» All Community
Plan Themes

» Potential changes
of use and
enhanced use of
assets identified
and referred to
CAMT

> Potential disposals
identified and
referred to CAMT

» Specific link in
place with Theatre
and Arts Service
Manager to assist
in development of
proposals to
promote the use of
Council facilities

> Potential
opportunities for
shared use of
facilities with
external bodies
explored and
identified

15" April 2005

to
31% March 2006

Chris Sexton

None

Input from CAMT
and all Business
Unit
representatives
required

18.

Performance Indicator
development

» All Community
Plan Themes

» Development of
revised local PI's
complete

» Formal PI targets
agreed

» Pl Benchmarking
process in place

15" Apr 2005

to
31% Dec 2005

Chris Sexton

None

Input from Estates
Property and Legal
Services required
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Project Management Service Improvement Plan

Deadline Financial
Ref Action Thematic Cross Outcome/Measure of (Start on Responsible | Implications Other resource
Reference Success and achieve Person of Action and implications
by..) Budget Year
All Community plan Start Jan 05
Themes.
» Improvement of 4 year
Consultants Framework KPI out turn programme/ -
1 Agreement gggi‘:a(l& KS10 through quarterly £20M capital Sue Williams None
Procurement Action workshops value
Plan (CPAP)
> Project
Management .
training rolled out to ‘éac?lgrigllrcgﬁ
- All Community Plan Project Officers, ; Steve Capacity Bid
2. PRINCE Il Training Themes across Business outto f”thef Parrock funding
Units ghroup later in
KS01 CPAP » Recognised Best the year.
Practice
Community plan » Improvement in OJEU Steve
Contractors Framework Themes as above cost and Summer 05
3. Parrock/ None
Agreement programme to roll out Jan Sue Williams
KS04 & KS10 predictability KPI's | 06
CPAP
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Deadline Financial
. Thematic Cross Outcome/Measure of (Start on Responsible | Implications Other resource
Ref Action . . AT
Reference Success and achieve Person of Action and implications
by..) Budget Year
_IC_lr??mn;Lérlnty plan » Continuous
Develop’ing monitoring thru Start on site Steve
4 Torre Abbey HLF Project Torbay’s Culture, g;rllttaargee Lottery éz?n i?e(ii’éo,n Parrock/
Towards a > Capital Project 2007 Sue Williams
Prosperous Torbay, )
! KPI's
Valuing our
Environment
All Community Plan | » To agreed KPI's 2005/06 on Sue Williams
5. Council Capital Programme themes indicated in going project F
X o ramework
Business Plan. monitoring
Capital Procurement Code KS01-KS11 . Steve
6. Action Plan CPAP > As detailed Q4 05 Parrock
Project Management
! » Staff feedback and
Operations Manual. KS06 CPAP g -
7. “Toolkit” though to PRINCE I ;:rc;m%letlorg Orfamme Q305 Sue Williams
methodology g prog
Identify BVPI's and conduct KS02 CPAP . ,
8. Benchmarking with other > Benchmarklng Set BVPI's Sue Williams
Exercise Q105

Authorities.
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Appendix 4
Over-arching Support Services Improvement Plan
Link to DatJImesg:tlz taraet Other e Estimated
Corporate Action Outcome action to to beg organisations Responsible (financial)
Priorities start completed involved Officer implications
Corporate Develop a corporate approach to Finding the most effective and 1 April 31 March | Other Local Strategic tbc
Improvement | collaborative and partnership efficient way of delivering 2005 2008 Authorities Director for
working, including: services (linked to Gershon) Performance
¢ |dentifying authority lead Cost effective provision of
officers services in partnership with
e ldentifying timescales for others
collaborative working Economies of scale in support
e Identify other potential service provision
authorities
Corporate Continue to develop the SLA Front line customer needs 1 April 31 March | Primary Care Strategic tbe
Improvement | process and to review customer and service requirements met 2005 2008 Trust? Director for
needs/service requirements TDA? Performance
Corporate Evaluate the provision of support Front line customer needs 1 April 31 March | Primary Care Strategic tbc
Improvement | services via centralised versus an and service requirements met 2005 2008 Trust? Director for
integrated approach (once the TDA? Performance
structure for front line services is in
place)
Corporate Evaluate the potential packaging of A timely and cost effective 1 31 March | Primary Care Strategic tbc
Improvement | relevant support services at an approach to the provision of Septembe 2008 Trust? Director for
appropriate point following the: - support services across the r 2006 TDA? Performance
e Customer Focus Pathfinder Council
e Successful configuration of
Children’s and Adults
Services
Corporate Following the evaluation of the The cost effective provision of 15 April 30 Primary Care Strategic tbe
Improvement | potential packaging of support support services 2008 September | Trust? Director for
services, if appropriate, market 2008 TDA? Performance
test/externalise/tender the agreed
support services
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