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BestValie Review ofSupportSewtes (Phase 1)
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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 endatbn ofthatPanelwasthatthe BestValie Review 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 hg sewiteshave undentaken a BestValie Revew :

IlegalSewxtes

Rk M anagem ent

Prnthg and Desgn Sewtes
htemalAudt

Dem ocmtt Sewies

Fach Revkew waschalenged by the SupporSewtresChalenge Panel
and ths rpons set out the key aras ofdrscussbn at the Chalenge
Panel

Eisrcomm ended o the Executwe:

That the summ ares of the each of the five support swres, as
prented h thsrpor, be accepted.

That the Sewtre pmwvement Phns for Iegal Sewtres, Rkk
M anagem ent, Prmmthg and Desgn Sewktes, htemal Audi and
Dem ocrmtc Sewles as st out h the appendtes to thks rport be
adopted.
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htoductbn

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

Folbw hg the successful pibt of ths appmach wih the Human
Resoures Diectorate nh Aprl 2004, a further fire support sewtes
pmwceeded n workhg through the mwoki. These sewreswer: -

IlegalSewxtes

Rk M anagem ent

Prnthg and Desgn Sewtes
htemalAudt

Dem ocmtt Sewies

Fach ofthe above sswtesthen rpored therfndhgs to the Support
Sewres Chalenge Panel on W ednesgday 25th August 2004.
Specifraly, and nh e wih the toki, the Chalenge Panel asked
each ofthe sewtesto prresentthe olbw hg:-

e The ksuesand future dem andson the sswxte;

e A mbustoptbnsappmial;

e Consulatbn and benchmarkhg hfomatbn to aid the
optbnsappm i lpmcess;

e An dealscenarb forthe future delvery ofthe sewxe;

e Sewre Inprmvement actbns based on the rmcomm ended
optbn.

The m em bershp ofthe Chalenge Panelcom preed:

CouncibrAmod

CouncibrCaner
CouncibrDarng

CouncibrHaym an

CouncibrM cHugh
CouncibrTumbull

PeterM etcalle Unbn)

Ien Coney Consulant/DeA)

M attRedwood (eamhg & Culur)
Paullucas Compomte G ovemance)
@¥ko prresentZoe W ilam son)
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25 Asthe Scrmuthy Iead M em berforHum an Resoures, law and Suppot,
CouncibrC arerwasthe chaied the Panel
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3.3

3.4

Key D¥cussbn Aras
IlegalSewies

BilNom an gave a presntaton on the optbnsappmrsaland a futur
way bmward for the delvery of Iegal Serwtes. Members of the
Chalenge Panelm sed ssvemlponts:

Parmershp workhg wih other Brger publt bodes such as
TorbayHopial;

Prorishg dem andsto fionthe sewtes;

The 80/20 splt between nh-house and prvate sewtre provibdn
and ensurng the effectiveness and effrent mnnhg of legal
Sewrtres;

The il m X of the Iegal Sewtes team to opemte cost
effectvel;

The 2002 custom er satsfacton suwey trtggerng in provem ents
to sewte delvery and the need form or fiequentsuweys;

The po-activenessofthe sewte;

C brfratbn overbenchm arkhg rsulsand the hvolem entof
extemalomaniatons;

The kveland mtbh of Solriors o IegalExecutves and Pam -
legak;

The debtmrecoverwy team and reporthg to clentdepanm ents;
The regponse fiom otherbcalauthoriesto the Ltenshg Act;
Iongertem Wplratbnsasa rwsukof the forthcom hg Aduls
Tmstand Chidrn’sSewte and the provibn ofkgaladvite;
The chashg ofcriralthid party dehys;

Cost comparons and chameabk hours wih extemal
com panksthatm aywantto tenderforw oxk.

Allofthe Buesmied were considerd and veraly rrgponded t by
BilNom an.

The Challenge Panel was satisfied with the responses given to the issues
raised. The Challenge Panel was also satisfied with the recommendation
given to continue with the existing level of in-house delivery coupled with an
improvement plan; alongside greater partnership working with the private
and/or public sector for balance of service provision.

However, the Challenge Panel recommended that the following issues and
actions are taken into account and incorporated into the Service Improvement

T Further testhg of the market wih rgards to pht and
parnerhp workng wih other authortes and publc
sectoromankatons;
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3.7

In Ensure perdom ance hdrators ar suffrenty em bachg
ofthewho® s=swte;

I Ensure grater emphass & made by lLegal Sewites on
flontlhe dabgue;

V. hcecrased frequency of satsfactbn suweys (hclidng

‘how * and why’ questbns) and rauls mported va the
Compomte SerwwresPerfom ance Boaxd;

V. Underake mgubrbenchm arkhg exerckes;
VL Consder m akhg the Sewtre I prmvem ent PAn bnger
tem .

The am ended IegalSewresSewtre Inpmvem entPhn can be found
happendxl.

Rikk M anagem ent
BilNom an gave a presntaton on the optbnsappmrsaland a futur

way bwar for the delvery of Rk M anagem ent. Member of the
Chalenge Panelm sed ssvemlponts:

The <kilk m X of the Rk Managem ent Team t© woirk cost
effective¥y;

Expbratbn ofparnerhp workng w ih otherauthoriesand fully
engaghg w ih otherpublt sectorormankatonsasan optbn;
The C #ilC onthgency Biland the scope fbra pmopery taned
cwvildefence omankaton obrToay;

Sm allckBin svermuscourtpmwceedigs;

The abilty of the counci to cope wih a dkastker such as
Boscastk and the agrem entw ih hsurers;

Publr Imbity n bcalauthortes and the ncrashg ‘c¢chi s’
culur;

The mpressve allhh cbBin sand hgh succesmat h defending
chm saganstcanyng rek;

Opporunies to ttade under a ‘YFal¥ CPA mthg and 1=k
asochAtd w ih ths;

Provibn ofhcentivesforin provem entsto r=k;

Exposur to ckBin sunderthe Race Rehtbns Am endm ent) Act
2000 and D&abilty Dicrin naton Actl1995;

Appmwach to rks to mem bers and offters to a compomrmte
faing;

C brfratbn on hsurmnce form em bersand perona llabily;
The polrhg of the ‘rk m anagem ent’ sectbn h mem bers’
rpoms;

The move towars bushess rck m anagem ent and the nks
asochted w ith hd¥vdualsswres.

Allofthe Buesmied wer considerd and veraly mgponded to by
BillNoman and Chie Ammar. A rgponse sekng chrfraton of
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39

310

311

offt Bls ndem niy and the extentofcoverto m em berscan be found
n appendix 2. Ther wasalkl pmake given by the Panelto the ChBmn s
Handlhg Team . The Chalenge Panel ako dicused the rks
asochted wih the Dikabiiky DEcrn hatbn Act 1995 and the Race
Rebhtbns Am endm ent) Act2000 and t srcomm ended thatthis kue
be addressatthe approprate tin e and consderd by the O vewew
and Scmthy Board asa sepamte Bue.

The Chalenge Panelwassatsfied w ih the mrgpoonsesgien to the Baues
B\ ied. The Chalenge Panel was ako satsfed wih the
recomm endatbn given to conthue wih the exsthg Evelof n-house
provEDbNn wih conthuous m povem ent twgetherw ih the M axh 2006
O JEC complant mr+tenderng of the Imbity polry. The wil ensure
graterasumnce ofa valie formoney balhnce nh chmi s handg
and a valdaton of a multidixplhary appmach to compomte ek
m anagem ent.

How ever, the Chalenge Panelrcomm ended thatthe olbw ng aras
and actbnsar mken nto accountand ncompomted nto the Serwre
hpovem entPhn: -

L Tmahhg on rk management and rk awarness for
m em bermushg reportand case smudym atera

Exp bmaton ofutlshg ncentives form anaghg rsk;

Em phassonwoxk to revialse healh and safety.
Consder m akhg the Sewtre I pmvem ent PhAn bnger
tem .

< H

The am ended Rk M anagem ent Sewte I pmvem ent PEn can be
found h appendx 3.

Prnthg and Desin Sewies

BilNom an gave a presntaton on the optbnsappmrsaland a futur
way bmwar forthe delvery ofPrnthg and Desgn Sewtes. M em bers
ofthe Chalenge Panelm ied ssvemlponts:

e The tope ofa sand abne prathg and desgn com pany and
the velofpotentalpmwfii fthe sewte wasto be extema Iised;

e The mporance ofprmthg and desgn as the publr m age of
the counciland the costbenefisofamor suitabk bcatbn;

e Parnerhp workhg and the potentalforcostsavings;

e The devebpm entofa catabgue ofprcesto enabk offtrersto
understand costs;

e Consum erchore and deparm ents choosng extemalprmtng
com pankes;

e Docum entin aghhg and the prmthg and desgn sewxte;
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Allofthe Buesmied wer considerd and veraly mgponded to by
BilNom an and Stuart Rrkarxds. An analyss of rsuls from a 2004
suwey bassd on the kst 611 pbs underaken by the sswre was
cicubted ordicussbn. The Chalenge Panelwaspkased wih the
effortofthe sewite w ih the consulatbn undenraken.

The Chalenge Panel was satisfed wih the rmcomm endatbn to
conthue h-house pmwveEbn wih conthuous In pmvem ent. The
Chalenge Panelwasalko h agrem entw ih the rcomm endatbn t
expbre opporunies orgraterparmerhp workng wih the prvate
and/orpublc sectoraswellas expbrng the opporunies orttadng
wih the prvate sector If the counci & mted as Fal n the CPA
asesm enth Novem ber.

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

T h the next fhanchalyear, evaliate the busness case for
the re-bcatbn ofthe Printhg and Desgn Sewte;

I Exobre the Ink wih the Post Room and docum ent
naghg;

I Expbre the possbilty ofa ‘rady reckoner forprmtng;

V. Conthuatbn ofthe consulatbn underaken per ‘pb’and
hclide a questbn mrhthg to cost.
V. Consder m akhg the Sewtre I pmvem ent PhAn bnger

tem .

The am ended Pmthg and Desgn Sewte Inprvem ent PAn can be
found h appendix 4.

htemalAudi

Marh Goul gave a prsntatbn on the optons apprmimland a
fuiture way bmwar Porthe delvery of htemalAudi. Mem ber of the
Chalenge Panelm ied ssvem lponts:

e The recmim entofadequately qualfied sa ffand the skilsem X to
delveran effective sewitre and mplratonsforhavhg Eswel
gua lfed aud iors;

e Devebphg opporunikes for parnerxhp workhg wih
neghbourmg bcalauthortesto ganh econom sofscalk;

e The ovemIlcostofthe serwtre and ncom e fiom schook;

e The detem hhg factors wih rmgars to the audihg of the
Aduls Tmust and the potental for enterng nto Pht serwre
provebn w ith Healh;

e Pwductive vermusnon-pmductive tn e;

e Added valie to the sswte by bokhg at best practce and
kamng fiom others;
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320
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e (Capacity ssuesand concemsn the chorttem

e The use ofagency saffand advantagesto the oganiaton;

e Vuhembiity to fiaud by havhg a bwer number of nhtemal
audiomscom pard to others;

e The audihg of the Torbay Coast and Countrysile Tmst and
exposng the councito rik;

e Concemswih rgaxs to capacity and comwomte rk nh the
delvery ofthe m provem entphn;

e Agpiatbnsto ncrase the rouresw thih htemalAudi;

e Prortkatbn and the m igaton ofrek;

¢ Stknesskvekw ihh the sewtke;

Allofthe Buesmied were considerd and veraly rrgponded t by
Marh Goul. The Chalenge Panelnoted thatthey ar pkasd wih
the velofm oniorg given thatthe sewite ¥h ttansiton.

The Chalenge Panelwas satsfed wih the rcomm endatbon to rtan
the n-house sewre wih htoducton ofckarperom ance m easures
and mets orconthuous in povem ent. Furtherto thx, the Chalenge
Panel was ako satisfed wih the addibnal rmcomm endatbns to
expbre opporunikes orcbserparmerhp workng forspech Istwork;
conthued rmvew of opporunikes and benefis h rhton to sub
contracthg pans of the serwte; and the conthued devebpm entof
fom alSewte IlevelAgrem ents.

How ever, the Chalenge Panelrcomm ended thatthe folbw hg aras
and actbnsar taken nto accountand hcompomted hto the Sewre
hprovem entPhn: -

I The mrmporthg of fundamental =sues, evidence of
consulaton rauls, and mporthg on absence, quarery to
perfom ance boaxs;

In Hentfy ways of workhg wih others nmclidhg a mor
posive and ckarr steer wih rgarxs to parmerh)p
workng w ih otherbcalauthoriesand the Healh Sector;

I Analyss of how addibnal msumres coull be used, for
exam pk,an extla 10% ,on rrduchg rskw ihih the counci]
V. Expbr swires provided to schook nhclidnhg the tme

chamesto schook.

The am ended htemal Audi W prvem ent Phn can be found n
appendi5b.

Dem ocmatc Sewites
Colh Gamblk gave a prsntaton on the optbns apprakaland a

future way oward forthe delvery ofDem ocrate Sewtres. M embers
ofthe Chalenge Panelm ied sevem lponts:

Page 8



BestValie Review ofSupportSewtes (Phase 1)

322

323

334

e Focushg on sswhg the Dbcal communiy, enhanchg
dem ocmcy and cham pbnhg publt engagem ent;

e The skilkm Xto delverthe serwte m osteffectivel;

e Expbrhg opporunies orexpandng sewresto others, such as
TorbayHogpial once thasfoundatbn satis;

e Timeandrouresto adm hiterschoolappealk;

Addibnalsewresrquled by new m em bersasa fistpontof

contact,espechlyasa rsuktofbyelkctbns;

The courersewie and the delverwy ofpostto m em bers;

The am ountofhfom atbn rrceved bym em bers;

The 2002 custom ersatsfacton raulsand qualty assummnce;

M oniorng and the achkevem entofcustom erfocus;

Progrssw ith rgardsto EG ovemm ent;

Prepamton and mmplratons for an ekcted mayor and the

costsofa mferendun ;

e FEqualiy ofopporuniy, hclidhg equalaccessto PCsforthose
m em bersnotopthg to have PCsathom e;

e The mk ofthe G wup AsssBantsand a nonpoliralappmwach;

e Assstance to the ward parmerhpsand the rek ofmsnhg publc
expectatbns;

e The benchm arkhg data and the masons forthe high num berof
m eethgsvermus bw costperm eethg;

e The advantagesofa Sewre IlevelAgrem entordevebpm ent
ofpotocokand qualty seandardsand nvolihg m em bers;

¢ Mechanin s for senbr offters to bref m em bers h an open
formum on smategr Buesfachg sewres;

Allofthe Buesmied were considerd and veraly rrgponded t by
Colnh Gambk and Paul Iucas. The Chalenge Panel noted is
apprchton ofthe sewte to m em bersand the m provem entin these
SLwresoverrcentyears.

The Chalenge Panel was satisfed wih the rmcomm endatbn to
conthue t delverDem ocratc Sewtes h-house and the expbmtbn
nto parmerhp amangem ents, epechly wih rgardds o is tanhng
and cmthy o k.

However, &t 8 rrcomm ended that the folbw hg arasand actbnsbe
taken hto account and hcowomted hto the Sewre Inprvem ent
Phn:-

T The gualty of m oniorng swre pmovEDNn needs to be
enhanced (custom ersatisfacton);

I mpowvng chriy of pmwcess h gudhg members on
protocol;

I Ilead-n tn es to mpons com hg to councibrs could be
bngern;
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V. The m em bershandbook and avaihbily to new m em bers
(le. fiom byekctbns) and r rfernce for exsthg

mem bers;
V. Extemaland htemal focifor enhanchg the dem ocmatc

pmCcess.

335 The am ended Dem ocratt Sewtresih provem entPhn can be ound n
appendix6.
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42

43

44

Conclisbns,Recomm endatbnsand M oniorg
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 eedbackgien.

Eistherrforr rrcomm ended to the Executwe :

Thatthe summ aresofeach ofthe fire supportsewres, asprsnted h
thsrepor,be accepted.

That the Sewtre Wmpmwvement Phns for Iegal Sewtes, REk
M anagem ent, Prnthg and Desgn Sewres, httmal Audi and
Dem ocmtt Sewres as ot out h the appendtes to ths rport be
adopted.

M oniorng Anmangem ents
Fach Sewtre W pmwvem entPhn wilbe hcowpomted nto the mkvant

d¥vesbnalordirctomte bushesphn. Sewre I provem ent Phnsw il
ako bemoniwrd quanrery by the mkvantperfom ance boar.
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Appendix 1

Legal Services Service Improvement Plan

Date Date Other Estimated
e - action  target to Performance organis- Responsible financial
DlesEi ) ATE e e VEreEE) to be indicator ations Officer implications
start completed involved

1) Review To identify and To document and Sept Jul 2005 Customer None Legal Services Officer time
(a) with clients data on referral communicate a circulate results to 2004 satisfaction Manager 20 days
of matters to Legal Services comprehensive clients to ensure
internally, i.e. when, who, why;  protocol published to procedures remain
(b) by Legal Services client departments appropriate and to
externally, to ensure standard  providing clear criteria  renegotiate where
criteria apply. necessary
2) In consultation with clients, = To manage client To standardise an Sept June 2005 Customer None 3 Senior Officer time
develop Legal Services expectations re acknowledgement of 2004 satisfaction Solicitors in days
acknowledgement of progress of matter and instructions process Legal
instructions process and client  acquire more detailed and to give clients Services
feedback process on all feedback on work access to feedback
matters and for all media, i.e. completed than forms in connection
phone, letters and email through current with each matter

periodic meetings

client meetings with

senior solicitors
3) Consult with client Annual report to Annual survey Jan Dec 2005  Customer None Legal Services Officer time
departments to develop an Corporate results analysed and 2005 and satisfaction Manager
annual satisfaction survey Performance Board any necessary ongoing
(including “how” and “why” consequential action
questions) taken
4) Improve effectiveness by To ensure practice Publish revised Jan Mar 2006  Customer None Legal Services Officer time
reviewing and updating Office management Lexcel-compliant 2005 satisfaction Manager and 5 days

Procedure Manual to comply
with newly published Law
Society Business Excellence
Practice Management
Standards 2004

consistent with external
Law Society approved
standards

procedure manual

Assistant
Director (Risk
Management)
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Date Date Other Estimated
e - action  target to Performance organis- Responsible financial
DlesEi ) ATE e e VEreEE) to be indicator ations Officer implications
start completed involved
5) Consult with client To identify and adopt a  To identify and June Dec 2007  Percentage None 3 Senior Officer time
departments to formalise clear client approved adopt service- 2005 of cases Solicitors 10 days
appropriate process standards  protocol for all specific process handled
for different categories of standard processes to  standards within
routine cases with defined enhance SLA Protocol
reporting intervals and format standards
updates of anticipated
timescales for completion and
oftime costing information
developing upon
acknowledgement of
instructions process
5. Progress benchmarking with  Outcome-related To develop and Ongoi  Ongoing Benchmarkin Regiona Legal Services Officer time
private and public sector on performance secure comparative  ng g results I LA;s, Manager + 3
service-specific work information for all information upon private Senior
areas of the service qualitative indicators sector Solicitors
for each team solicitor
s/
Barrister
s
6 Explore potential for joint Minimise expenditure To negotiate at least Jan April 2006 Reduced av. Regiona Legal Services Officer time
and partnering arrangements on surplus-to-capacity ~ one arrangementin 2005 external I LA;s, Manager 15 days
for surplus-to-capacity service- non-core work and relation to each spend per private
specific work with regional maximise income service-specific area hour of sector
local authorities, private generation re “agency”  of work. external work  solicitor
practices and Chambers local authority working in each s/
and training category. barrister
s
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Date Other Estimated
e - action Performance organis- Responsible financial
DlesEi ) ATE e e VEreEE) to indicator a?ions Officer implications
start involved
7 Develop and refine through ~ To improve Newsletter Jan Customer None Legal Services Officer time
customer feedback a communication with published and web 2005 satisfaction Manager + 15 days
newsletter and/or website client departments and  site activated Senior
featuring legal personnel and raise awareness of Solicitors
their specialist areas together ~ available advice and
with relevant developments in information
legislation and case law
9. To prepare for an external To monitor To validate Mar Compliance External Assistant Estimated
audit of practice management  effectiveness of performance of in- 2005 with Lexcel legal Director (Risk  £2,000
standards compliance with new house service 2004 auditor Management)
2004 quality standards and Legal
Services
Manager
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Appendix 2

Official’s Indemnity and Cover for Members

Summary:

Indemnifies the Council, Governors and employees for all sums they may become liable to
pay as compensation for 3rd party financial loss. Excludes loss arising from bodily injury,
illness, physical loss or property damage which is covered by the Public liability policy.
Application restricted to negligent acts errors or omissions committed in good faith by any
official of the Council or breach of statutory duty or warranty of any official in the
performance of their normal duties.

The policy has been extended to include cover for any official acting at the request order or
direction of the Council in a management or supervisory capacity on any outside entity such
as an association, trust or committee not under the authority of the Council. Application
includes ultra vires actions. However officials are encouraged to check that the outside body
itself provides adequate protection through insurance and appropriate indemnities.

Limit of cover: £5million

Deductible: £25 000 each and every claim with a combined aggregate stop of
£1.3million

Includes: Food Safety Act

Data Protection Act

Excludes: Pollution and contamination.

Report to be prepared by Bill Norman on indemnities once the Government’s response to a
consultation document is published later in 2004.
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Appendix 3
Risk Management Service Improvement Plan
Date Estimated
Description Anticipated Outcome Target(s) ac?izaeto EIgRD Pe-rfo.rmance orggtr?i:;tio Requnsible . fin.anc.ial
start be indicator ns involved Officer implications
completed

1. Deliver improvements in Defined risk appetite, = Achievement of April 2004 Dec 2005 CPA None Assistant Officer time
Corporate Risk Management uniform risk Strategic Plan Customer Director (Risk
processes assessment risk management feedback Management)

procedures, improved objective 1

risk management through

policy and strategy completion of

and implementation key activities 1-8

plan, risk registers

and control mapping

processes consistent

with best practice and

the requirements of

Civil Contingencies

legislation.
2. Explore financial and Adoption of an To identify Jan 2005 Dec 2006 BVPIX10 St Paul Assistant Officer time
performance management effective method of performance (proposed Insurance Director (Risk
based incentives to improve incentivising management for 2005/6) Co. Management)
corporate risk management improved and/or financial
performance performance processes to Marsh

reinforce good Brokers

risk management
practice and
deter under
performance
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Date Date Other _ E.stima?ed
Description Anticipated Outcom Target ion B REOmEnEE oo, EspeEldy e
ptio cipated Outcome arget(s) action to b dicat organisatio Officer implication
start & indicator ns involved ce plications
completed
3. Deliver improvements in Directorate health To enhance April 2004  April 2008 Working None Health & Officer time
Corporate Health & Safety and safety plans, employee well- days lost Safety
performance focussed upon developed and being and reduce BVPI Manager
Revitalising Health & Safety implemented; a working days lost (jointly with
targets strategy to reduce achieving Human
working days lost in objective 7 of the Resources on
place; an annual Strategic Plan workplace
Health & Safety through absence/
report published and  completion of iliness
continuous review of  key activities 1-5 strategy)
the Health & Safety
manual effected
4. Improve effectiveness by To ensure practice Publish revised Jan 2005 Mar 2006  Customer None Assistant Officer time
reviewing and updating Office  management Lexcel-compliant satisfaction Director (Risk 5 days
Procedure Manual to comply consistent with procedure Management)
with newly published Law external Law Society  manual and Legal
Society Business Excellence approved standards Services
Practice Management Manager
Standards 2004
5. Improve management by To minimise delay To standardise Jan 2005 July 2005 Customer None Assistant Officer time
developing appropriate and maximise an appropriate satisfaction Director (Risk 1 day
individual officer work lists to allocation according work list for use Management)
supervise progress of matters  to capacity in monthly review and
and monitor available capacity meetings by all Managers

managers
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Date Date Other _ E.stima?ed
D e . . targetto  Performance o Responsible financial
escription Anticipated Outcome Target(s) action to b indicat organisatio Off imolicati
start e indicator ns involved icer implications
completed
6. Enhance performance data  Outcome-related To develop and Ongoing Ongoing Benchmarki  Regional Assistant Officer time
by progressing benchmarking performance secure ng results local Director (Risk
with private and public sector information comparative authorities, = Management)
on service-specific work. information upon private plus
qualitative sector Managers
indicators for solicitors,
each team barristers
7Explore potential for Minimise expenditure  To negotiate at Jan 2005  Jul 2006 Reduced av. Regional Assistant Officer time
(a) joint projects re mutual on surplus-to- least one External LA;s, Director (Risk 15 days
issues and (b) partnering capacity non-core arrangement in spend per private Management)
arrangements for public bodies work and maximise relation to each hour of sector
surplus-to-capacity service- income generation re  service-specific external solicitors/
specific work with regional “agency” local area of work. work in each  barristers
local authorities and other authority work category.
public bodies, also brokers, including training
health & safety, emergency
planning and risk management
consultants, defendant
insurers solicitors and
barristers
8. To develop and refine To improve Newsletter Jan 2005  Oct 2007 Customer None Assistant Officer time
through customer feedback a communication with published and satisfaction Director (Risk 10 days
newsletter and/or website client departments web site Management)
featuring Risk Management and raise awareness  activated + Managers

personnel and information on
best practice in their specialist
areas together with relevant
developments in legislation,
regulations, codes of practice
and case law

of available advice
and information
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Date Date Other Estimated
_r - . targetto  Performance o Responsible financial
Description Anticipated Outcome Target(s) action to o organisatio g L
be indicator . Officer implications
start ns involved
completed
9. To prepare Claims Handling To monitor To validate Mar 2005 Dec 2006 Compliance External Assistant Estimated
for an external audit of practice effectiveness of performance of with Lexcel legal Director (Risk £2,000
management standards compliance with new  in-house service 2004 auditor Management)
2004 quality and Legal
standards Services
Manager
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Appendix 4
Printing and Design Services Service Improvement Plan
DElD talr:)aette to  Performance il Responsible Eflsr:lanr]liT:Id Clc;Irm;rtgte
Description Anticipated Outcome Target(s) action to % i organisations Or;f' implicati P rpor
- e indicator Co——— icer implications riorities
completed
Improve SPAR performance Increase customer 90% + for all Q2-2005 Ongoing Delivery of N/A SR N/A All
satisfaction, increase  dept. goods within
throughput of work specified
and allow for more timescale
efficient working.
Obtaining ISO accreditation To ensure Q1-2006 Q42005 N/A SR Unknown All
commitment to until all
quality and to allow details of
external analysis of what's
our operation required are
received
In-house training Ensure smoother Q2 -2004 Ongoing N/A SR/BL £2000.00 All
work flow during and P.A Approx.
staff absence, allow
for double shift
working when
required
Improved Digital Printing Allow faster Q1-2004 Q4-2004 N/A SR Cost saving  All
capability throughput of digital on current
files and mail spend

merges, increase
volumes on less
devices, ability to

‘cope’ with future mail

merge demands

Page 20



BestValie Review ofSupportSerwtres (Phase 1)

Date Date Other Estimated Link to
D L - . targetto = Performance " Responsible financial Corporate
escription Anticipated Outcome Target(s) action to b indicat organisations Off imolicati Prioriti
start e indicator involved icer implications riorities
completed
Customer estimates and Allow customer to Q2 -2005 Ongoing N/A SR Officer time Al
delivery information make judgement on 5 days
budget spend before
job goes ahead, allow
for any delivery
queries before job
goes ahead
Customer e-access Allow customer Q4 -2005 Q2-2006 Tharstern SR Officer time Al
access to their MIS systems plus
records and jobs in upgrade
progress from their cost’s for
desktop Tharstern @
Approx
£8000.00
Online proofing Paperless proofing Q2 -2005 Q4-2005 SR/BL/GM Software All
for initial proofs upgrades @
saving time and £500.00
money reducing the
need for multiple
colour prints
Colour correct proofing Ensuring colour Q2 -2005 Q3-2005 SR/BL/GM Costof new  All
correct outputs for printers @
proofing allowing the £1000.00
customer an accurate +software
example of the final upgrades @
job £1000.00
apporx
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Date Date _ E_stima?ed Link to
D L - . targetto = Performance " Responsible financial Corporate
escription Anticipated Outcome Target(s) action to b organisations Off L S
o e icer implications Priorities
completed
Central picture and font library  Ensuring all pictures Q2 -2005 Q4 -2005 SR/BL/GM Minimal All
and fonts held by software
Torbay Council are upgrades @
available on a central £500.00
database enabling possible
customers to source server
pictures quickly and requirement
fonts to be matched s@
£1000.00
Backup options for “old” jobs Allowing safe storage Q4 -2005 Q2-2006 SR/BL/GM Hardware All
of complete jobs so purchases
they can archived for @ £1000.00
future use approx
Training Ensuring staff are up Q3 -2004 Ongoing SR/BL/GM External All
to date with current training cost
software releases @ £2500
Digital Mailroom Savings Faster more efficient Q1-2005 Q1-2007 SR/MK Software All
service better use of purchases
staff time, digitising @ £3000.00
incoming allowing it approx.
be delivered Hardwear
electronically and purchases
gives the ability to be @ £2000.00
filed digitally and approx
indexed for any CRM
package
Merging Postrooms from other  Saving in bulk mail Q1-2005 Q1-2007 SR/MK Officer Time  All
buildings despatch 20 Days
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Date Date Other _ E_stima?ed Link to
D L - . targetto = Performance " Responsible financial Corporate
escription Anticipated Outcome Target(s) action to b indicat organisations Off imolicati Prioriti
start e indicator involved icer implications riorities
completed
Courier van use Better use of vans to Q3 -2004 Q3 -2004 SR/MK N/A All
allow more even
spread of cost
New Finance system Savings  Possible staff Q1-2005 Q1-2005 SR/MK Saving in All
reduction in officer time
Postroom due to approx 40
decrease in invoice hours per
processing for other week
departments
Investigate siting departmentin  Produce a cost Q2-2005 Q1-2006 SR/BN Cost of All
outside premises i.e. industrial  saving for the service moving
unit etc. and allow the equipment
department to work @ £20K
more efficiently approx.
Potential
cost saving
on new
premises
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Appendix 5

Internal Audit Service Improvement Plan

Date Date target Other . Estimated Risk Link to
Description Anticipated Outcome Target(s) action to to be Peilr"fgil;:r:?:rce organisations Resoﬂ?i:::‘ble financial Corporate
start completed involved implications Priorities

INCREASING CUSTOMER SATISFACTION

1. To develop new SLAs | To assist our customers | To identify new SLAs April 2004 | March2005 Customer None Assistant Officer time — | High 1.1,1.3.1,

in benchmarking the where they do not exist satisfaction Director 20 days 3.2,1.51,

Service we provide to and identify improvements internal Audit 16.1,1.6.2,

them to existing SLAs, update |/ Service 16.3,1.6.6
SLAs where required Managers

2. To develop SLA Putting in place PI Identify and agree a April 2004 March 2005 Customer None Assistant Officer time — | Medium: 1.3.1,3.2,

monitoring processes. | measurement process for monitoring satisfaction Director 20 days 15.1,1.6.1,
mechanisms to help SLAs internal Audit Key Risks 1.6.2,1.6.3,
Client meetings meet customer needs in 16.6
terms of SLA Review all Services SLA Not able to
Feedback on support monitoring. against the monitoring put
issues. process identified resources
into the
Procurement project
requirements and
project progress. Key risks of
not doing
project
Service not
satisfactory
to our
customer
base.

3. Explore services More focussed audit Review of services Sept 04 April 05 Increased None Assistant Officer time — | Medium: 1.1,1.3.1,
provided to schools work for schools provided to schools customer focus Director 20 days 32,151,
and identification of and satisfaction internal Audit Service not 16.1,1.6.2,
the true cost and satisfactory 1.6.3,1.6.6
charges to our

customer
base.

4. Revise Internal Audit Review and update the Procedures Manual better Sept.04 Mar. 05 Clear guidance None Assistant Officer Time Low 1.1,1.3.1,
Procedures Manual Internal Audit Procedure | linked to corporate for staff and Director 20 Days 32,151,

Manual direction and current customers Internal Audit 16.1,1.6.2,
processes. 16.3,1.6.6
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Date Date target Other . Estimated Risk Link to
Description Anticipated Outcome Target(s) action to to be Peilr"fgilgta: rce organisations Reg}?ig:lrble financial Corporate
start completed involved implications Priorities
TARGETED AND FLEXIBLE SERVICE PROVISION
5. Continued Introduction of a formal More focussed risk Sept. 2004 | To be More focussed None Assistant Officer time — | Medium/ 1.3.1,1.6.1,
development of Risk and transparent Risk assessment methodology reviewed in risk assessment Director 20 days High. Could 1.6.6,1.4.1
Based audit planning Assessment in linked to corporate risk December methodology internal Audit impact on
and refining current developing audit plans. assessments. 2004 linked to / CPA score.
risk assessment Adopting this approach corporate risk Management High risk
methodology in terms of audit plans assessments. Team areas
will lead to more audit require
time (resources) being identification
targeted towards areas to ensure
of weakness / greatest appropriate
need within the Council audit
coverage.
Lack of
coverage of
key areas
could
adversely
affect
achievement
of corporate
objectives
6. Investigation into More flexibility in service | Develop an appropriate January March 2008 Cost per day OLAs Assistant Average cost | High 1.1,1.5,
improving the provision and access to procurement document 2005 Level of Audit Private Sector Director IA of outside 1.3.1, 3.2,
computer and contract | specialist skills. and contract arrangements coverage Organisations Director of providers is 1.5.1,1.6.1,
audit services by for such an approach. Achievement of | Health Service Finance £250-£500 16.2,1.6.3,
means of a plan Procurement | per day 1.6.6,1.6.7
partnership with an Greater level of computer Officer compared
external organisation audit work and possible with in-house
and the purchase of partnership working with of £200.
top up services where Devon, health trust Costs would
necessary. Teignbridge DC and/or depend on
private provider. level of
service and
Contract documents work
written and advert placed required.
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Date Date target Other . Estimated Risk Link to
Description Anticipated Outcome Target(s) action to to be Peilr"fgilgta: rce organisations Reg}?ig:lrble financial Corporate
start completed involved implications Priorities
In tandem with the More flexibility in service | Identification and January March 2008 Cost per day OLAs Assistant Average cost | High 1.1,1.5,
above, Investigate with | provision and access to evaluation of key issues in | 2005 Level of Audit Private Sector Director IA of outside 1.3.1, 3.2,
other authorities the specialist skills. relation to this approach. coverage Organisations Director of providers is 1.5.1,1.6.1,
feasibility of setting up Achievement of | Health Service Finance £250-£500 16.2,1.6.3,
an Internal Audit Economies of scale plan Procurement | per day 1.6.6,1.6.7
Consortium and Officer compared
identification of ways with in-house
of working with others of £200.
including more positive Costs would
steer as to partnership depend on
working with OLAs level of
and Health Sector service and
work
required.

Consider possibility of | Audit of grant claims in Establish feasibility and September | To be Cost of grant Grant funding Asst. Director | Officer time High 1.1,1.3.1,
undertaking grant line with funding body resource requirements for 2004 reviewed in certification. bodies Internal Audit | To be 32,151,
review work on behalf | requirements such work. March 2005 and Audit quantified. 1.6.1,1.6.2,
of customers to satisfy Reduction in Management 16.3,1.6.6
grant body Continued grant funding External Audit Team
requirements in light of received in light of grant fees.
Audit Commission certification work.
decision that External
Auditors will no longer
be undertaking this
work for grants below
£50,000.
Continue to respond to | An Internal Audit Latest restructure Sept. 04 Sept. 06 Customer Potentially Health | Asst. Director | Officer time Medium 1.1,1.3.1,
future changes to the Service which is embedded and functioning Feedback organisations Internal Audit | 20 Days? 32,151,
Council with regard responsive to the well. and other local and Audit 16.1,1.6.2,
the possible creation changing needs of the authorities Management 1.6.3,1.6.6
of Childrens’ and Council Responsive to Customer Team

Adult Trusts and
review the Audit
Service in light of this
including a possible
restructure, re-
positioning of the
service.

Needs.

Revised Audit focus and
audit plans.
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Date Date target Other . Estimated Risk Link to
Description Anticipated Outcome Target(s) action to to be Peilr"fgilgta: rce organisations Reg}?ig:lrble financial Corporate
start completed involved implications Priorities

ADDING VALUE TO SERVICE DELIVERY

10. | Explore potential for Achieve added value Increased income Sept. 04 April 2006 Income Other Local Assistant Potential Medium 1.1.1,1.7.
income generation through joint working generated generated Authorities Director additional Depends on
through joint working with OLAs and Internal Audit | income other local
with other local generation of Training for authorities
authorities in the supplementary income staff Audit Manager and demand
provision of training to put into service
events delivery.

11. | Analysis of how Achieve added value To reduce Council Sept. 04 December 04 | Increased audit | Potentially other Assistant Additional Medium 1.3.1,1.6.1
additional resources through reducing the exposure to risk and fraud. coverage and local authorities Director resources 1.6.6,1.4.1
could be used on Council’s exposure to reduction in and health Internal Audit | and costs
reducing risk within the | risk. assessed risk. organisations.

Council (e.g. 10% Also Audit Mgt Tean
increase in resources) management and

outside

contractors

SERVICE IMPROVEMENT THROUGH PERFORMANCE MANAGEMENT

12. | Benchmarking as part | The CIPFA To improve position in On-going On-going Benchmarking OLAs Assistant 15 days Medium. 1.1,1.6.1,
of CIPFA club and Benchmarking club relation to other authorities results Director IA Officer time 1.5.1
also with other Local allows collection of and to be in top quartile of Key area
Authorities benchmarking data in unitary authorities in CPA Score for identified

order to monitor service | respect of Internal Audit by Internal Control from CPA
performance, in terms of | December 2005 and initial
costs, productive audit External Audit Challenge

days, use and allocation
of resources, staffing
levels and use of
performance indicators.
The results also provide
some process data in
terms of days allocated
to establishment audits
or days allocated to
fundamental systems. In
addition it is planned to
undertake further
benchmarking in terms
of processes with other
West of England and
South Coast councils
and with Internal Audit
Sections elsewhere who
may have gone through
a Best Value review.

Assessment
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Description

Anticipated Outcome

Target(s)

Date
action to
start

Date target
to be
completed

Performance
indicator

Other
organisations
involved

Responsible
Officer

Estimated
financial
implications

Risk

Link to
Corporate
Priorities

Expected
outcomes/benefits
include:-

Regular comparison of
aspects of performance
e.g. costs, functions,
processes, plan
completion etc;

Identifying gaps in
performance;

Seeking fresh
approaches to bring
about improvements in
performance;

Following through with
implementing
improvements and
follow up by monitoring
progress and reviewing
the benefits achieved

Investigate feasibility
of using audit
automation software to
improve service
delivery and support
Egovt targets.

Business Case prepared
for use of audit
automation.

More efficient service
delivery and better
monitoring of
performance.

Reduced time required for
audit and improved
turnaround of reports.

September
2006

March 2008

Improved
service delivery
and reduced
time required
for individual
audits.

Improved trail
from risk
identification to
audit work and
findings, and
reporting.

OLAs, Software
suppliers

Asst. Director
Internal Audit
and Audit
Management
Team

Potential cost
of software.

£3,000 -
£15,000

Low

= " a

oooN
Nw =

AAAA;A
comhwn
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Date Date target Other . Estimated Risk Link to

Description Anticipated Outcome Target(s) action to to be Peilr"fgilgta: rce organisations Reg};)ig:lrble financial Corporate

start completed involved implications Priorities

14. | Fundamental Issues, Identifying gaps in Improved performance of Sept.04 On-going Improved None Asst. Director | Officer time Low 1.1,1.3.1,
evidence of performance; the service and monitoring service delivery Internal Audit | 20 days 3.2,1.51,
consultation results of outcomes. and Audit 16.1,1.6.2,

and absence Seeking fresh Management 1.6.3,1.6.6

Team

information to be
reported to
Performance Boards
on a quarterly basis

approaches to bring
about improvements in
performance;

Following through with
implementing
improvements and
follow up by monitoring
progress and reviewing
the benefits achieved
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Appendix 6
Democratic Services Service Improvement Plan
Link to i Other Respons Estimated
Timescale
Corporate Action Outcome Targets organisations -ible (financial)
Priority Start | End involved officer | implications
By the end of September
2004:
First revised ward Current Kate Within existing
partnership meetings to be | members of the | Spencer | resources.
held. Ward
To add value to the Partnerships Match funding
. decision making process to be provided
2girl|ic;orate ;-Sra":]trgorlr?:ri:ew area and to increase public Eggl g/loaorgh by Devon and
y 9 participation in the decision Cornwall
making process Police.
By the end of March 2005:
Review of effectiveness of | Members of the | Kate Within existing
area arrangements to be Ward Spencer | resources
undertaken. Partnerships
To embed within the By end of September 2004:
political management - -
Corporate arrangements of the To add value to the Sept March g";@:::zf hfgerir:g {I?JﬁaAWri ht gateencer \r,;/'stgglrfgs's't'ng
Ability Council a credible decision making process 2004 2005 . pproprié a rg P
programme of overview and overview and scrutiny Training
scrutiny activity training
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Link to Other Respons Estimated
Corporate Action Outcome Timescale Targets organisations -ible (financial)
Priority involved officer implications
By end of December 2004
Third round of scrutiny A range of Kate Within existing
reviews to be completed organisations Spencer | resources
as set out in
the Project
Plan for each
review.
Overview and Scrutiny Kate Within existing
Manual to be completed Spencer | resources
Overview and Scrutiny Kate Within existing
Protocol to be completed Spencer | resources
To embed within the
political management By end of March 2005
Corporate arrangements of the To add value to the Sept March
Ability Council a credible decision making process 2004 2005 | Work undertaken during To be Kate Within existing
programme of overview and 2004/2005 to be reviewed. determined Spencer | resources
scrutiny activity (continued)
Training Programme for To be Kate Within existing
2005/2006 to be developed. | determined Spencer | resources
Review of budget to be A range of the Kate Within existing
completed stakeholder Spencer | resources

organisations
will be invited
to give their
views during
the Overview
and Scrutiny
Board’s review
of the budget.
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Link to Other Respons Estimated
Corporate Action Outcome Timescale Targets organisations -ible (financial)
Priority involved officer implications
To embed within the Review effectiveness of the | Local health Colin Within existing
political management health scrutiny agencies Gamble resources
Corporate arrangements of the To add value to the Sept March | arrangements in Torbay.
Ability Council a credible decision making process 2004 2005
programme of overview and
scrutiny activity (continued)
By the end of March 2005:
Programme of training for Colin Within existing
Members to be delivered. Gamble resources
Members Training Colin Within existing
Programme for 2005/2006 Gamble resources
to be finalised
By end of December 2006
To equip all Members with
the necessary knowledge Review of support services Colin Within existing
Corporate To support the - Sept Dec
Ability development of Members igg;fﬂftﬁeﬁn@ﬂ: them to 2004 2006 i‘i,rm'\ffgg:;rs to be Gamble resources
effectively
Ongoing
Provide guidance on new Colin Within existing
procedures adopted by the Gamble resources
Council
Induction training to be Colin Within existing
made available to all newly Gamble resources
elected Councillors
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Link to Other Respons Estimated
Corporate Action Outcome Timescale Targets organisations -ible (financial)
Priority involved officer implications
By end of September 2004:
Training for Members on IDeA Kate Within existing
Performance Management Spencer | resources
to be held
Democratic Services to Kate Within existing
provide administrative Spencer | resources
support to Performance
Boards.
By end of December 2004:
Review of the “lessons Kate Within existing
Enhanced involvement of An _effective §et of learnt” from the September Spencer | resources
Corporate the Overview and Scrutiny mt_:llcators which are used to Sept March round of Performance
Ability Board in monitoring ?nqgfoszrn:gngfgss the 2004 2006 Boards.
performance Authority By end of March 2005:
Consideration to be given Kate Within existing
to Performance Boards Spencer | resources
being established on a
priority basis rather than
Directorate basis
Any further training needs Kate Within existing
in relation to performance Spencer | resources

management to be
identified and fed into
Members Development
Programme 2005/2006
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Link to Other Respons Estimated
Corporate Action Outcome Timescale Targets organisations -ible (financial)
Priority involved officer implications
By end of March 2006:
. An effective set of
Corporate tEhneh(a)cZ?\(/ji;mlglr\llderggpjtic: indicators which are used to Sept March Review of work of Kate Within existing
Abillic;y Board in monitoring y Qrive performance 208 4 2006 Performance Boards over Spencer | resources
performance (continued) g:n:ﬁrrlc;\:itte?ent across the ::I:)?n %?::;ds months to be
By end of September 2005:
Review one third of the Colin Within existing
Council's Codes, Protocols Gamble resources
etc in line with the agreed
Corporate gggguoiugorsc\;heév ;rzéhe Sf?:(;i,vt;an;ﬁ?gaelnt and Jan Sept programme:
Ability Protocols within the managerrl?ent of the Council 2005 2006 By end of September 2006:
Council’s Constitution
Review one third of the Colin Within existing
Council’'s Codes, Protocols Gamble resources
etc in line with the agreed
programme.
By end of March 2004:
Format of meetings of the Colin Within existing
: . Council to be reviewed and Gamble resources
Continuous review of Open, transparent and .
ggirlﬁirate decision making processes | effective political gggz g‘ggg new arrangements agreed.
of the Council management of the Council Format of Forward Plan to Colin Within existing
be reviewed and new Gamble resources
format introduced.
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Link to Other Respons Estimated
Corporate Action Outcome Timescale Targets organisations -ible (financial)
Priority involved officer implications
By end of April 2005:
Review the support Torbay Colin Within existing
provided to new bodies Development Gamble resources
established by the Council | Agency
by Democratic Services Children’s Trust
. . Adult Services
Continuous review of Open, transparent and .
Co_r porate decision making processes | effective political Sept April Care Trust
Ability of the Council (continued) management of the Council 2004 2005
Consideration to be given Colin Within existing
to providing Councillors Gamble resources
with information on reports
at an earlier stage than at
present and revised
process agreed.
By end of December 2004:
Greater clarity of the nature
Corporate Preparation of Service and level of services Sept Dec Service Level Agreement Colin Within existing
Ability Level Agreement provided and associated 2004 2004 | completed following Gamble | resources
costs consultation with Directors
By end of April 2006:
Continuous review of the Competitive and responsive
Corporate effectiveness of the P t ice t thp Aug on- Benchmarking exercise Other unitary Colin Within existing
Ability functions provided by séuppo. service to the 2004 going | with other unitary authorities Gamble resources
) . ouncil "
Democratic Services authorities to be completed
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Link to
Corporate
Priority

Action

Outcome

Timescale

Targets

Other
organisations
involved

Respons
-ible
officer

Estimated
(financial)
implications

Ongoing:

Achievement, where
possible, of reductions in
costs without reducing the
efficiency of the service

Corporate
Ability

Continuous review of the
effectiveness of the
functions provided by
Democratic Services
(Continued)

Competitive and responsive
support service to the
Council

Aug on-
2004 going

Timetable to be developed
having regard to intentions
of other support services

Customer satisfaction
surveys to be undertaken
and analysis of results to be
completed.

Corporate
Ability

Promote greater public
involvement in local
decision making.

Enhance representative
role for Councillors in the
community through the use
of technology

Dec
2006

Sept
2004

By end of December 2005:

Public access to agendas
and minutes for all
meetings of the Council
(including working parties
and review panels)

Councillors to have the
option to have an easy-to-
manage set of public web
pages (for community
leadership purposes) that is
either maintained for them,
or that they can maintain
themselves

June
Godsalve

June
Godsalve

Within existing
resources

Within existing
resources
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Link to Other Respons Estimated
Corporate Action Outcome Timescale Targets organisations -ible (financial)
Priority involved officer implications
By end of April 2006
Establishment of multi- June Within existing
media resources on local Godsalve | resources
policy priorities accessible
via public website (e.qg.
video and audio files)
Promote greater public Enhance representative
Corporate involvement in local role for Councillors in the Sept Dec By end of December 2006
Ability decision making community through the use | 2004 2006

(continued).

of technology

To explore the feasibility of
introducing further
initiatives as a means of
enhancing the democratic
process. In particular to
focus on engaging young
persons through schools
and the youth council.
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