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1. introduction

This Service Plan describes the activities of the Corporate Services Unit – a new section created within the Chief Executives Department as part of a major corporate re-structuring in 2004. The team formally came together with the appointment of the Corporate Services Manager in January 2005. The section brings the previously discrete and disparate functions of E-Government and Corporate Communications together with the key corporate functions of Strategic Planning, Corporate Policy Development and Performance Management.

This Plan does not explore the role of the Chief Executive and his Personal Assistant other than detailing the budget for their functions. This is provided in the Resources section beginning on p.5.

2. aims and objectives of the Section

The Section aims to provide high quality, professional and timely support to the Corporate Management Team, staff and Elected Members in terms of strategic planning, performance management, policy development and review, e-government and communications. Its aim is:

“To provide responsive and high quality support services that assists the Council 

in meeting the needs of the Borough”.

The following are the objectives of the Section.  By fulfilling these objectives the Section supports the Council achieving its corporate priorities, ambitions and objectives.

	CORPORATE AMBITIONS
	OBJECTIVES OF THE       CORPORATE SERVICES UNIT

	To be a well managed council providing efficient services based on identified customer needs
	· To develop the Council’s Performance Management Framework to facilitate the monitoring and reporting of the Council’s progress towards meeting it’s corporate aims and objectives including achievement of its Strategic Improvement Plan. 

· To deliver, advise and co-ordinate the Council’s approach to CPA, Best Value and other legislative and Government Initiatives

· To provide a high quality and effective consultation and communications service both internally and externally in-line with the Council’s Consultation and Communication strategies to inform and aid decision making
· To respond to the Governments modernisation agenda including e-government initiatives and support other initiatives designed to improve the delivery of council services. 

	· To help make peoples lives SAFER AND HEALTHIER
	· 

	· To PROTECT AND ENHANCE the existing ENVIRONMENTAL QUALITY of our area
	· 

	· To MATCH the SUPPLY OF HOMES in our area with the IDENTIFIED HOUSING NEED
	· 
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3. Structure, roles and Responsibilities

Corporate Services Manager – Jeff Fenton

The CSM provides overall leadership to the Unit including the management and development of the staff, and monitoring of budgets. The post advises the Chief Executive, Corporate Management Team and Elected Members on all issues within the sections remit, and represents the Section at committees, working groups and the Council on a range of outside bodies. As a member of the senior management team the CSM also contributes to the collective management of the Council, providing specialist advice on strategic and corporate planning and performance management issues. He also leads on a number of specific projects including developing the Council’s procurement arrangements, project managing the introduction of the Shared Services Contact Centre and acting as the Council’s liaison officer for the Local Area Agreement.

Corporate Policy Officer – Michelle Haworth

The CPO leads on strategic, corporate and service planning issues and is the key resource for developing the Council’s performance management framework. This involves monitoring and reporting performance indicators and improvement action plans and preparing the Council’s annual Performance Plan. The post also advises and co-ordinates the Council’s response to CPA, Best Value and other legislative and Government Initiatives and leads on co-ordinating the Council’s consultation activities.

Assistant Corporate Policy Officer – Rebecca Midgely

This post assists the CPO by providing a range of supporting functions to assist in the development of the Council’s corporate planning and performance management framework. This includes the collection and monitoring of all performance information and assisting with the preparation, distribution and subsequent analysis of consultation data. The post also supports the CCO by evaluating of the Council’s media coverage and updating the Press Gallery on the Council’s website. 

Corporate Communications Officer – Theresa Robson

This post is responsible for press and public relations including developing effective channels of communication with the media to maximize the positive exposure for the Council. Key objectives of the post include strengthening communications with local communities (including the production of the bi-annual newspaper ‘Ribble Valley News’), developing internal and external Communication Strategies and evaluating their effectiveness; and promotional work including associated fund-raising and sponsorship.

E-Government Officer – Marion Leeming

This post leads on the Council’s response to the Governments E-Government agenda including the implementation of initiatives designed to achieve the nationally prescribed Priority Outcomes. This involves the monitoring and reporting of progress to Government in the bi-annual I.E.G Statement. The post also provides the key technical resource to assist in the implementation of the Council’s Shared Services Contact Centre in conjunction with Lancashire S.S.C.C Partnership. This is a fixed term, externally funded post to July 2006 – see Section X.

4. CORE SERVICE FUNCTIONS

KEY TO RESOURCES: CSM=Corporate Services Manager, CPO= Corporate Policy Officer, ACPO= Assistant Corporate Policy Officer, CCO= Corporate Communications Officer, EGO= E-Government Officer, ODM= Organisation and Development Manager. Dof R = Director of Resources; ACRM=Audit Commission Relationship Manager

	FUNCTION
	KEY RESOURCE

	Policy, Performance and Consultation

	Provide advice, guidance and support for policy, performance management, service improvement and inspections, CPA, Best Value reviews and consultation activities.
	CSM/CPO/ACPO

	Coordinate the Council’s consultation activities and oversee consultation with citizens through East Lancashire ‘Feedb@ck’ panel
	CPO

	Develop the Council’s information/ knowledge base
	CPO/ EGO

	Develop and manage the corporate performance management systems
	CSM/ CPO

	Coordinate the national best value performance indicators and collation, reporting and audit of the related performance data
	CPO/ ACPO

	Marketing and Communications

	Manage media relations and the promotion of the Council & its initiatives
	CCO

	Provide advice, guidance, support and training on media issues
	CCO

	Develop internal and external communications policies
	CCO

	Develop the use of e-technologies for marketing and communications
	CCO, EGO

	Produce internal and external marketing and communication publications
	CCO

	Overview and Scrutiny

	Develop the work programmes for the two overview and scrutiny committees
	CSM

	Coordinate and support the work of the overview and scrutiny committees
	CSM

	Monitor the implementation of the recommendations of the overview and scrutiny committees
	CSM

	Provide advice, guidance, support and training to overview and scrutiny members
	CSM, ODM

	Develop the overview and scrutiny function
	CSM

	Procurement – represented & overseen at a local level by CSM and Dof R

	Co-ordinate procurement across East Lancashire Councils
	ELEP Procurement staff

	Manage East Lancashire e-Partnership’s procurement programme
	ELEP Procurement staff

	Negotiate on behalf of partner authorities to achieve best value in supply chain
	ELEP Procurement staff

	Improve existing and develop new procurement partners and market places
	ELEP Procurement staff

	Support and strengthen local economy through procurement and supply chain management activities
	ELEP Procurement staff

	Provide procurement advice and guidance to Elected Members, Council Officers and partners
	ELEP Procurement staff

	E-Government/ Modernisation agenda
	

	Co-ordinate the Council’s response to the E-Government agenda including National Priorities 
	EGO

	Assist in the implementation of the modernisation agenda including the SS Contact Centre 
	EGO/ CSM


5.key policies & strategies governing SERVICE delivery

The Corporate Services section works within the overall guidelines laid out in the Council’s policies and strategies including:

· Ribble Valley Community Strategy

· Corporate Plan

· Best Value Performance Plan

· Strategic Planning and Performance Management Framework

· Communications Strategy 

· Consultation Strategy

· Data Protection

· Risk Management Policy

· Ribble Valley Borough Council’s Constitution

· RVBC Standing Orders

6. resources

6.1. The Corporate Services section has a net expenditure of £316,050 which, combined with £206,830 for the Chief Executives (Corporate Management) budget gives a total departmental (net) budget of £522,880. The budget for the Corporate Services Unit has recently been reformatted to include the £10,000 for publishing the bi-annual community newspaper Ribble Valley News and a separate £5,000 promotions budget formally assigned to the Corporate Communications Officer.

The I.E.G Budget that wholly funds one of the posts in the Section is not detailed here. See Section X

The budgets are detailed overleaf.

chief executives / corporate services budget

	
	Chief
	Corporate
	Total

	
	Executive
	Services
	

	
	(CEXEC)
	(CSERV)
	

	
	£
	£
	£

	Employee Related Expenses
	117090
	123,560
	240650

	Transport Related
	7430
	4,630
	12060

	Supplies & Services
	6790
	17,320
	24110

	Support Services:-
	
	
	0

	-Council Offices
	3690
	7,370
	11060

	-Financial Services
	27540
	55,070
	82610

	- Legal Services
	7130
	14,260
	21390

	- Development Services
	23550
	48,070
	71620

	- Community Services
	19270
	38,530
	57800

	- Computer Services
	3620
	7,240
	10860

	
	216110
	316,050
	532160

	Recharges to Housing Revenue Account
	-9280
	
	-9280

	Net Expenditure - 2005/06 OE(*Note 1)
	206830
	316,050
	522880

	
	
	
	

	Provision for Inflation - 5% (*Note 2)
	10340
	15,800
	26140

	
	
	
	

	Net Expenditure - 2006/07
	217170
	331,850
	549020


Notes re. Budget.

1. 2005/06 OE includes 2% pension increase for 2005/06 but excludes increases for 2006/07. 

2. Allowing 5% increase for pensions & inflation the total for 2006/07 becomes £549,020.

3. Excludes Implementing Electronic Government (IEG) budget that directly funds one of the posts within the Section – E-Government Officer. See Section 6.4 (below).

6.2 EFFICIENCIES

As part of its response to the national Gershon agenda the Council is required to identify efficiency savings equivalent to 2½% per annum. These are reported in an Annual Efficiency Statement (AES) which identifies efficiency savings across all services.

By far the largest part of the CSU budget is taken up with staffing costs. This makes the opportunity for making savings very difficult as there are few areas of discretionary expenditure. However one small efficiency was actioned during 2005/06 when the Unit dispensed with ink-jet printers for individual staff members that were costly to run and replaced them with a single, large more economical laser printer shared within the section. This provides a higher quality product at a reduced unit cost per copy. It also prints at a faster rate thereby gaining further efficiencies in operator time.

During 2006/07 it is intended to bring the design and production of the monthly staff newsletter ‘Backchat’ in-house saving £1400 p.a. The work is currently outsourced to an external agency. 

The CS Manager monitors closely all budgetary expenditure and ensures that all bought-in goods and services are subject to the Council’s purchasing and procurement guidelines. Car mileage is also closely monitored to ensure that car usage is minimised and, for example, making sure that two (or more) persons travelling to a common location car-share wherever possible. 

6.3 IMPACT OF CASH LIMITED BUDGET

If the budget is limited to the same as 2005/06 (i.e. no allowance for inflation) this equates to a cut in real terms of £15,800 for 2006/07. Because of the lack of discretionary expenditure (ref. Efficiences, above) this could only be met by reducing the hours of one or more of the staff with a consequential diminution in the level or quality of services provided by the Section. Depending on the area of the Section’s workload that is selected, the effect would be to reduce or cut-out completely one or more of the areas of work detailed in the 2006/07 Action Plan (detailed at Annex A at the back of this Service Plan.)

The impact of this reduction in the level of support services provided to the Corporate Management Team/ Service Directors will clearly vary depending on the particular service that is affected but could impact on one or more of the following:-

· a reduced level of support provided to Service Departments would limit their ability to monitor and report their performance and develop their performance management arrangements; 

· prohibit or severely implicate the Council’s ability to meet its statutory obligations under various Local Government Acts e.g. producing nationally prescribed BV Performance Indicators, responding to Comprehensive Performance Assessment etc;

· reduce level of support to Overview and Scrutiny function

· reduced support will adversely affect the rate at which the Council achieves it’s corporate priorities;

· impede the Council’s ability to respond effectively to the media enquiries;

· limit the capacity for promotion, sponsorship and fund-raising of Council initiatives;

· unable to provide a consultation service to identify the needs of our citizens;

· failure to deliver National (Implementing Electronic Government-I.E.G) Priorities within prescribed deadlines including Business Process Re-engineering (BPR) and other modernisation initiatives.

More significant, albeit controversial, savings could be achieved by completely abolishing some functions although these are likely to have major political implications. Examples include: 

· Withdraw from the Lancashire Shared Services Contact Centre (ongoing revenue implications of £50,000 pa until 2010)

· Cease Overview and Scrutiny function
· Cease entirely any one of the Unit’s core functions – performance management, strategic and corporate planning, consultation, e-government or corporate communications. 

6.4 end of i.e.g.programme funding

The single greatest threat facing the Section is the impending loss of the E-Government Officer (ref. E122) post that is only funded to July 2006. The post was established on 07/07/02 on a fixed term basis for 3 years graded Scale 6 - SO2, to co-ordinate the delivery of the IEG Programme within RVBC. Marion Leeming was appointed to the position from her substantive post of Computer Administrator Scale 4. This post was ‘back-filled’ by Joe Birney for a matching period.

In December 2004 the post was extended for a further 12 months to end on 08/07/06 to oversee the period up to and just beyond the end of the IEG Programme (and funding) at the end of March 2006.  This was formally approved by Personnel Committee when it agreed that the post be reviewed again in Dec 2005.

It is important that the future of this post is reviewed now not only to ensure that business continuity of this post is maintained but also to clarify the future arrangements for the substantive post of Computer Administrator (Computer Services Section).

Proposal: It is proposed that funding be made available to extend the E-Government Officer post for a further period. The business case for recommending this course of action is clear as without it the Council would be unable to deliver a range of important services. These are detailed below:

· Over recent months it has become clear that whilst Government funding for the IEG Programme concludes in March 2006, there will be a continuing requirement to progress ongoing IEG projects within the Council for the foreseeable future
· Inextricably linked to this is the Government’s ongoing drive for continued modernisation and efficiencies within the public sector in which E-Government will continue to play a major role. This has clear implications on the Council’s services and how they are perceived externally (including the CPA), and will require an ongoing resource to progress and monitor these initiatives if improvement is to be made. Initiatives will include:
· Implementing Government Connect  - the new partnership of central and local government designed to help local authorities to improve their efficiency and connect more effectively with their customers, with each other and with central government. This is expected to involve introducing a package of electronic tools, standards, and guidance to the Council. 
· E-Capacity Building Programme - identification of the specific needs of the most disadvantaged groups and exploring how Information Communication Technologies (ICT) can help to address these needs; 
· Business Process Re-engineering (BPR)  - one of IEG Priority Outcomes (G24) specifies a requirement to subject a number of Council services to BPR in an effort to improve their performance and identify process efficiencies and savings across all services to help the Council meet it’s Gershon agenda;
· Maintain ESD Toolkit as per ODPM requirements, including enabling links to Local DirectGov if necessary.( Ref. Change Management: Section 2 IEG 5 Guidance : ODPM September 2005);
· Develop ODPM’s National eService Delivery Standards within the Council’s services;
· Shared Services Contact Centre - Work supporting the Corporate Services Manager implementing the SSCC has taken an increasing proportion of the workload of the post over the last 12 months and is expected to dominate increasingly over the coming months as we prepare for ‘Go Live‘ implementation. 

· Following the initial implementation of the Phase 1 services, there will be an ongoing, heavy resource requirement to prepare each of the subsequent services for implementation on a phased basis over the coming months/years;

· Following the initial ‘Go Live’ there will be ongoing need for a permanent resource to administer the Customer Relationship Management (CRM) system on a daily basis. Work associated with this function will include technical support to system users and the (daily) reporting and analysis of management information, amongst others.

· (Note: Formal arrangements for the line management responsibility for the Contact Centre staff have yet to be determined. In the short term with our dispersed implementation, it is expected that Service Managers will retain responsibility for their staff (although this is not ideal). Following the move to generic working there will be a need for new line management arrangements to be established and this too may have implications on this post.)  

Budget implications

Approval of this proposal will have implications on the Council’s budget as the post has, to date, been wholly funded by external (IEG) funding. This ceases w.e.f. 01/04/06. Provision has been included in the 2006/07 budget to fund the post through to the currently agreed date of 07/07/06. However approval of this option beyond that date will effectively mean the establishment of a new post as a growth item from 08/07/06 for a period yet to be determined. The cost of funding this option for the remainder of 2006/07 is £22,250 as detailed below. The full year implications of this appointment will cost £30,440. 

	E-Government Officer - 7 July'06 - 31 Mar'07
	£

	Pay
	17520

	Ni
	1260

	Super
	2400

	Car Allowance
	1070

	
	22,250


Recommendation

It is recommended that the post of E-Government Officer be extended on a fixed period basis of between 12 and 36 months when it could be formally reviewed again. In the short term the post will be expected to progress and bring to a conclusion the outstanding IEG projects, begin addressing the Government’s emerging efficiency agenda initiatives, and continue to implement the Contact Centre. In the longer term the emphasis on these individual elements will change with the post-holder implementing subsequent phases (i.e. additional services) to the Contact Centre, take on the administration of the CRM system and maintain it on an ongoing basis, whilst continuing to address the efficiency initiatives. 

Given the changed, and changing, focus of the work it is recommended that the post-title should be re-designated Service Improvement Officer. In the light of the changing workload associated with the post it is further recommended that the job description should be reviewed regularly to reflect the changing emphasis of the different aspects of this post as it develops over time. The first of these changes have been accommodated in the most recent revision of the job description.

6.5 other OPPORTUNITIES for growth

The level of support services provided by the Unit is governed directly by the available budget. If the budget is increased the Section could provide commensurate increases to either the volume or quality (or both) of support services on offer. Alternatively certain services could be delivered more quickly where capacity is currently limited. Some examples are given below:

· Shared Services Contact Centre - could be delivered much more effectively if additional resources were made available and directed at the project i.e. through the hire of specialist consultants/project managers to provide a full–time resource commitment to the project. 

· The Internal Communications Strategy (due January 2006) is expected to identify the need for an improved Intranet capable of providing a range of business processes in addition to the standard provision of information. This has yet to be costed. 

· More frequent issues of Community Newpaper (Ribble Valley News)  - would enhance the relationship between the Council and its communities;

· Increased capacity could provide an enhanced public relations function capable of providing an increased proportion of pro-active rather than re-active media agenda

· Additional resources could ‘fast-track’ the process of embedding an effective performance management culture increasing the likelihood of improved CPA rating with the consequential improvement in reputation by our communities and within local government as a whole;

· Enhanced capacity to provide Business Process Re-engineering (BPR) to improve efficiencies across all services and identify savings to help the Council meet its Gershon agenda.

This is not an exhaustive list and merely provides a few examples of how services could be improved or their quality enhanced. Further examples could be provided for other service areas and more detailed and costed proposals prepared upon request.

6.6  SHARED SERVICES CONTACT CENTRE (sscc)

The Shared Services Contact Centre is a joint initiative between Lancashire County Council and six district partner authorities including Ribble Valley Borough Council.  The project involves implementing a networked, customer relationship management (CRM) system across the County that will result in an enhanced quality of customer service (telephony and walk-in) to our citizens. It is shared because in the longer term all partners will have access to each other’s information, allowing the Partnership to provide a truly ‘joined-up’ local authority service across Lancashire. 

Ribble Valley signed up to the agreement in November 2004 committing the Council to a seven year agreement and a total investment of £450,000.

All partners are implementing the project at different rates depending on their individual circumstances. Aside from the limited capacity currently available within the Council with which to deliver the project, one of the major factors governing RVBC’s approach to the project is the lack of available accommodation in which to house a dedicated call-centre. However the re-location of ELEP in May 2006 offers the opportunity to establish a dedicated Contact Centre on the ground floor (Level B) of the Council Offices. 

In the meantime the Council made a start by establishing a Street Scene Helpline in February 2006 to support the introduction of the new, three stream waste collection. A project plan outlining the phased introduction of additional services to the Contact Centre was considered by CMT on 26th April when it was agreed that the first service to be introduced will be the switchboard. Calls received within the Contact Centre will allow a list of frequently asked questions (FAQs) to be identified that service departments will provide responses to. As the level of knowledge and expertise of the Contact Centre staff increases over time, this will allow service enquiries to be ‘migrated’ from the service departments (‘back-office’) into the Contact Centre, thereby ‘free-ing up’ staff-time in the back-office to work on more technically specialised tasks. 

Supported by the phased introduction of the CRM later in 2006, the Council will be on course towards developing a generic Contact Centre staffed with multi-skilled agents delivering the full range of council services. 

The delay in implementation at RVBC also has the added advantage of allowing ‘teething problems’ in the development of the new Onyx CRM software to be fully resolved before the Council ‘Go Live’ later in 2006. 

All of the ‘capital’ costs associated with the project are included in the partnership fees (above). However it is becoming apparent that a modest budget needs to be established to cover for associated areas of expenditure.

SSCC Budget (Estimate)

Budget                               Oct-Mar 2006/07
2007/08 (exc.inflation)

                 £                                 £
Staff Costs


    971


  2955             

Desks
x 7


  1911

Separators x 4

                400

Chairs
 x 7


  1050

Training


  1000

Move Typing (approx)
                600
Total



  5932


   2955
Notes.

Staff (Customer Service Agents) - Assuming Agents are paid Scale 2-4 (locally emerging convention) and we use existing staff at the top of their grades the following increases would be incurred if they were moved to the next grade. For staff on scale 1/2 this would be an increase of approx £256pa, or £129 per person for 6 months in 2006/07 and full year (2007/08) costs of £300 per person. Staff currently on Scale 3 would increase by £303 per person, or £151.50p for 6 months in 2006/07 and full year increase of 2007/08 of £585 per person.

Total for 4 persons currently paid Scale 1/2 and 3 persons currently paid Scale 3 for 6 months in 2006/07 is £970.50 and £2955 for a full year 2007/08.

Furniture - Radial Desks approx £273 ea.

                  Separators £100. (Jenkinsons).  

                  Chairs – approx £150 ea.

Training - Cost of advanced Customer Care training approx £1000.

Option of appointing new posts.

The above estimate assumes that the Centre is staffed within existing resources i.e. staff are transferred into a Contact centre role. In reality, given the very small cohort of staff available within each service area, it may be necessary to ‘pump-‘prime’ the project with a limited new resource of (say) 2 posts. These posts should be considered short term in that they would be financed by corresponding reductions in the staffing complement of services as efficiencies are realised as they are brought into the Centre over the coming years. In the short term however 2 new posts would represent a growth item of £34,000 (top of Scale 2).

Summary

If this option were to be pursued it is recommended that a growth bid of £40k (minimum) be established in the Council’s 2006/07 budget to fund the establishment of the Contact Centre and associated works.
6.7 FEES AND CHARGES

There are currently no fees or charges associated with the Section as the costs are charged to a separate budget heading. The option of re-charging Corporate Services to service heads based on the level of services provided to them is not considered worthwhile.

  7.1 SERVICE PERFORMANCE AND FUTURE TARGETS
Performance Indicators

The Section has responsibility for one Best Value Performance Indicator and two Local Indicators:

	PI No.
	Description
	Measure
	2003/04 Actual
	2004/05 Actual
	Target 2004/05
	Target 2005/06
	Target 2006/07
	Target 2007/08

	BVPI 157
	The number of types of interactions that are enabled for electronic delivery as a % of the types of interactions that are legally permissible for electronic delivery.
	%
	72.51
	98.08
	95
	100
	100
	100


	PI No.
	Description
	Measure
	2003/04

Actual
	2004/05 Actual
	Target 2004/05
	Target 2005/06
	Target 2006/07
	Target 2007/08

	LPI CH1
	% of press releases receiving coverage
	Number
	93
	100
	90
	100
	100
	100

	LPI CH5
	% of articles in the media which provide ‘positive’ coverage
	%
	-
	52.7
	100
	60
	63
	66


7.2  view of external INSPECTORS

The Corporate Performance Assessment of May 2004 covered the work of the Corporate Services in some detail.  This included judgements on Ambition, Prioritisation and Performance Management.  The table below shows our weaknesses, the steps taken to address them, and our strengths.

	STRENGTH
	WEAKNESS
	STEPS TAKEN

	
	Lack of robust milestones, resource plans and timescale for vision
	Milestones and a timescale for the vision were included in the revised Corporate Plan 2005-2008.

	
	High volume of priorities
	Fewer priorities were included in the revised Corporate Plan 2005-2008

	
	Priorities focus largely on process rather than outcomes for local people
	Priorities now focus on outcomes for local people.

	Consultation on priorities
	Lack of systematic consultation to inform priorities
	Consultation activities involving the Citizens’ Panel are now structured to inform priorities.

	
	Ambitions and priorities are not easily distinguished by staff and partners
	A staff survey was carried out in June 2004, and showed that 70.5% of respondents felt that (at least sometimes) the Council clearly communicates its ambitions and priorities. 

	Some examples of targeting resources on priorities:       

· Isolated examples of service planning to maintain focus
· Shift in incrementalist attitude to longer term financial planning linked to ambitions
· Some service plans effectively link to corporate ambitions and priorities

· Achievements are in priority areas

· Improvements are in line with priorities
	Financial resources not systematically linked to priorities

Inconsistent service planning with weak links between corporate, service and financial planning

Individual staff targets do not consistently link to plans
	This has been addressed through the development of new service planning guidance and templates published in October 2005.

	Good use of corporate delivery plan to monitor achievement of objectives against ambitions
	Lack of robust co-ordinated performance information to monitor progress and outcomes. Lack of  formal systems to monitor and evaluate performance
	New Covalent Performance Management software was purchased and introduced by the authority in April 2004.

	
	Lack of procurement strategy
	A strategy will be produced to coincide with the introduction of the new Civica financial system in April 06.

	
	Inconsistent use of quality systems and charter marks to promote service improvement.
	A new Citizens Charter was published and distributed in 2005. It is also available on our website.

	Linked ambitions in community strategy and corporate plan
	
	This has been continued in the revised Corporate Plan 2005-2008


Several actions were included in the Improvement Plan developed through the CPA process that had an impact on the Section.  The table below details these and their current status.

	Action
	Purpose
	Dead   -line
	Status Update
	Status
	Links

	Appoint a PR officer
	Improve engagement with the local community
	31.10.03
	A part time Corporate Communications Officer was appointed in November 2003 on a fixed term basis for 12 months pending a review of the effectiveness of the role. The post was made permanent in September 2004 and full time in December.
	Compl  -eted 03.11. 03
	‘A well managed Council’

	Review and improve procedures for collecting, managing and using perform      -ance data
	Improve procedures for collecting managing and using performance data
	30.04.04
	New Performance Management system software (Covalent) was purchased in April 2004. The system went live in October 2004 in time to collect the 2nd quarter's performance information using the system. The system collects performance information, compiles reports and links the PI's to the Council's ambitions and objectives. The system is also capable of monitoring all of the Council's action plans (Service Plans, Best Value Reviews, High Level Improvement Plans etc.)
	Compl   -eted 01.04. 04
	‘A well managed Council’

	Review our Consultation strategy
	Improve Consultation activity and community engagement
	31.03.05
	The completed Consultation Strategy was approved by Policy and Finance Committee in May 2005.
	Compl-eted 22.05.05
	‘A well managed Council’

	Review the Corp –orate Plan
	To address issues raised by CPA: Lack of robust milestones, resource plans & timescale for the vision. High volume of priorities. Priorities focus largely on process rather than outcomes for local people. Realism of plans not fully tested and confused by a large number of priorities & broad ambitions.
	31

01

05
	The Corporate Plan was reviewed and approved by the end of January 2005. The plan was circulated to all staff and members and is available on the Council’s website. It will be reviewed again in January 2006.
	Compl-eted 25.01.05
	‘A well managed Council’

	Survey the extent to which communities feel excluded from the decision making process
	To improve community engagement
	30.11.03
	The Best Value User Satisfaction survey, carried out during September and October 2003 included a question on the extent to which communities feel excluded from the decision making process. 33.3% of respondents felt that they can influence decisions affecting their local area.
	Compl-eted 03.11.03
	‘A well managed Council’

	To carry out a borough-wide customer satisfaction survey
	To obtain at least a 50% response rate and obtain satisfaction levels from local people and businesses with our services.
	31.12.03
	The Best Value General Satisfaction survey was carried out during September and October 2003. A 51.3% return rate was achieved. Satisfaction levels were obtained and a report was taken to Policy and Finance Committee and both Overview and Scrutiny Committees highlighting areas for concern.
	Compl-eted 05.05.04
	‘A well managed Council’

	To consider the creation of a Ribble Valley Citizens Panel
	Survey results will be used to prepare a programme of service improvements, target resources to areas of public concern, and help secure continuous improvement in our services.
	31.10.04
	A Citizens Panel was created in April 2004. First E.Lancs-wide panel survey was conducted on Community Safety in Sept 2004. This was used to help the Community Safety Audit, which in turn informed the Crime and Disorder Reduction Strategy. The second survey was commissioned by Elevate and the E. Lancs Partnership to examine 'Living and Working in East Lancashire'. The first Ribble Valley Citizens' Panel survey was conducted during February and looked at Leisure, Community and Recreation and the use of Public Open Spaces. A second survey was undertaken in Oct 2005 to inform the development of the Council’s new refuse and recycling scheme.
	Comp   -leted 01.04 .04
	‘A well managed Council’

	Use e-govt to help enable on-line access to services and improve communication
	To improve access to on-line services and improve communications
	31.03.05
	ELeP work has enabled on-line access to services and improved communications. The E-consultation group has purchased SNAP survey software that facilitates on-line surveys. Mando-forms allow access to services on-line, requests for services etc. The new Council web site went 'live' in February 05 and has greatly improved communication of information to our citizens.
	Comp-leted
	To ensure that our services are access-ible to all

	Develop a Procurement Strategy
	To address the gaps in our key building blocks
	29.04.05
	The production of a Procurement Strategy is underway to co-incide with the introduction of the Council’s new Civica financial system. 
	Sched -uled for June 2006
	‘A well managed Council’

	Link service plans to budget process
	Service and financial planning needs to be better coordinated and service plans linked directly to budget setting. 
	29.07.05
	New guidance and training for producing service plans was produced in August 2005 in time to inform the production of 2006/07's service plans in line with the budget setting process. The guidance is based on best practice nationally and on the Best Value Accounting Code of Practice (BVACOP) to help managers define service areas and to link better with the budget setting process.
	Ongoing 
	‘A well managed Council’

	Improve communi-    -cation of ambitions and priorities
	Ambitions and priorities are not easily distinguished by staff and partners.
	30.09.04
	The Staff Performance Appraisal system has been revised to include defined targets linked to Council ambitions and priorities. Staff survey of June 2004 shows that 70.5% of respondents felt that ‘at least sometimes the Council clearly communicates its ambitions and priorities to them’. Effective internal communications will help the Council improve performance, deliver excellent services and demonstrate its place at the heart of the community to residents and the Government by creating staff that are advocates for the Council. New desktop ‘coasters’ were distributed in 2005 to reflect the revised Council Ambitions. More work will be carried out internally and externally.
	Comp   -leted 30.09. 04
	‘A well managed Council’

	Review the effective     -ness of current partnership working arrangements
	Examine all partnerships to ensure that there are benefits for communities
	31.07.04
	A review has been completed and a report presented to Overview and Scrutiny Committee in February 2005.  The Committee agreed to include the examination of partnership arrangements in their work plan for 2005/06. 
	Completed 10.02. 05
	‘A well managed Council’

	To carry   out a comprehensive review of service plans
	To ensure a consistent approach throughout the organisation
	31.10.05
	Draft 2006/07 Service Plans will be reviewed to ensure they are consistent and have followed the guidance before they are finalised early in March 2006. 
	Outs-tanding
	‘A well managed Council’

	To develop, improve and implement our service plans
	To develop and improve our service plans
	29.07.05
	New guidance has been produced to improve the linking of service plans to the budget setting process.

               ( SEE ABOVE )
	Ongo -ing
	‘A well managed Council’


7.3  customer perception

The Section has a broad customer base both within and outside the Council. This ranges from service departments, staff and Elected Members within the Council, to the media, external partners (including other local authorities) and citizens of the Borough outside. In order to ascertain a measure of how well services are perceived, we have carried out a number of consultation exercises in the last few years in relation to the services that it, and the Council at large, provides. These include:

· Best Value General Satisfaction Survey - September 2003

· Staff Satisfaction Survey - August 2004

· Internal Communications Survey – September 2005

Two of these surveys were conducted before the impact of the new post of Communications Officer could be felt. The key results from these surveys revealed that:

Best Value General Satisfaction Survey

Information provision – when asked the question ‘How well informed do you think Ribble Valley BC keeps residents about the services and benefits it provides?’ 64.3% felt very or fairly well informed.

	Base Number = 1044
	Weighted % 

	Keeps us very well informed
	9.6%

	Keeps us fairly well informed
	54.7%

	Gives us only a limited amount of information
	27.5%

	Doesn’t tell us much at all about what it does
	8.2%

	Total
	100%


This compares favourably to the results from other East Lancashire councils.

	Percentage of respondents who were very/fairly satisfied with the following:
	RIBBLE VALLEY
	PENDLE
	BURNLEY
	ROSSENDALE

	How well informed do you think the Council keeps residents about the services and benefits it provides? (% very or fairly well informed)
	64.3%
	48%
	37.1%
	34.2%


Staff Satisfaction Survey (Aug 2004)

· The vast majority of employees (80.5%) feel that at least sometimes they are told how the authority is performing.

· However nearly half of all employees (44.6%) feel that communications between service areas is insufficient, with only 16.3% of staff feeling inter-service area communications are efficient.  A strong perception of “silos” seems to be apparent.
· Most employees (50.9%) show at least some degree of willingness to find out more about Ribble Valley Borough Council.  Only 12.6% of respondents actively stated that they had no wish to find out more.
Respondents are also less convinced that formal communication channels are operating effectively, with only 25.8% agreeing that they operate effectively and 32%, nearly a third of respondents disagreeing.
· The further employees are away from the Council Offices the more important ‘rumours’ are in devolving information.  Two thirds (66.6%) of respondents that work from the depot either strongly agree or tend to agree that they hear things first through rumours, compared to just over half (52.9%) of respondents working in the Council Offices.

· One issue that emerged from the research is that only 35.7% of respondents, who have been employed by the Council for more than one year, feel that communications have improved over the past three years.  This drops to 29.6% when looking at all respondents.

· The majority of respondents found both the Staff meetings and the Staff Newsletter the best sources of information on Council activities.

· Over 90% of respondents read the Council’s Staff Newsletter at least sometimes and over 56% find it useful.  Most respondents, (58.5%) agree that the Newsletter provides a good mix of stories.
	
	Strongly  agree
	Tend to Agree
	Some-times
	Tend to Disagree
	Strongly Disagree 
	Don't know

	I read most of the Staff Newsletter
	29.6%
	48.4%
	13.8%
	5.0%
	1.3%
	0.0%

	I find Staff Newsletter interesting and informative
	18.2%
	38.4%
	32.1%
	7.5%
	0.6%
	1.3%

	The newsletter has a good mix of Council and human interest stories
	13.8%
	44.7%
	27.0%
	7.5%
	0.6%
	1.3%


However, the free text verbatim questions, which invited employees to make their own comments and suggestions for improving how Ribble Valley Borough Council works, elicited some very strong responses regarding communication.  One quarter of the entire literal responses were related to communication.  Nearly one third of comments (24) were related to communication issues when asked ‘If you could identify just one action to improve the way the council works what would it be?’ 17% of responses to ‘Please include any other comments’ were also related to communication issues.
Many of these comments relate to the desire for greater ‘upwards’ communications between employees and Senior Management and issues concerning a perceived lack of communication between service areas.  Comments included:

· Increase communication with management, especially direct line managers.

· More communication between service areas so that we know what is being done and why

· Better internal communication about what departments do and how that relates to what I do.

· Inform staff directly about changes that are imminent rather than letting rumours run riot.

· Communicate better from the top down.

· Greater opportunity to understand what each departments roles/ strategic objectives are.

· Clearer more open lines of communication on all aspects of work no matter how sensitive.

· Better internal communication especially to employees who do not work at the main council offices and who may not be on the Intranet.

The next Staff survey is due to be carried out in August 2006.

Internal Communications Survey  - The results of this survey will be reported early in 2006.
7.3   
KEY ACHIEVEMENTS, strengths and weaknesses

Achievements - In its first year of existence the Unit has achieved a number of successes, key amongst which are: 
· Development and implementation of an Internal Communications Strategy

· Development and implementation of a Consultation Strategy

· Creation of a formal implementation plan for the Shared Services Contact Centre.

· Provision of key support to promote the successful Cycling Grand Prix and Mayors Ball.  

· Publication of revised Corporate Plan and Citizens Charter.

· Annual production of the Performance Plan & PI’s within statutory timescale

· Continued  progress towards meeting IEG Priority Outcomes

SWOT Analysis

Although the Unit is fairly new it is nevertheless timely to undertake a SWOT analysis to establish the strengths, weaknesses, opportunities and threats facing it. Identification and recognition of these issues will help inform the management priorities and future areas for development. 

Strengths

· Committed and hardworking team

· Flexible and responsive to the corporate agenda

· Professional values, knowledge and approach in most service areas

· Skilled and experienced staff

Weaknesses

· Small team with limited resources

· Cohesion – new team from diverse backgrounds

· Internal Communications (from Staff Survey)

· Limited capacity to accommodate peaks in workload 

Opportunities:

· Increased sharing of knowledge between team members

· Many roles presented by Shared Services Contact Centre project 

· Opportunity for joint working on projects

· Use experience of partners/ neighbouring authorities

Threats:

· Loss of E-Government post (end of funding)

· Job Evaluation

· Outsourcing of functions

· Additional, new areas of work stretch capacity to deliver existing work programme
8.  risk ANALYSIS

The Corporate Services Unit is subject to a number of strategic risks, which are outlined below:

	RISK DESCRIPTION
	RISK LEVEL
	CONTROLS

	Lack of sustained political direction 
	High
	Development of 3 year corporate priorities and budget strategy

	Scoring poorly in the next round of CPA or getting a poor service inspection score
	High
	Need to raise (and maintain) a raised profile of the importance of improving service performance and maintaining accurate records (PI’s) for performance monitoring.

	CMT becoming distracted by new initiatives and so losing focus of corporate priorities. 
	High
	The revised corporate plan will provide a focus but new means of communicating these needs to be considered and resourced.  The Plan should be a focus for all future policy recommendations

	Lack of political understanding of the importance needing to be placed on CPA and associated improvement plans 
	Med
	Raise awareness through increased frequency of reporting to members/ senior management n.b.in period prior to CPA/ inspections etc. 

	The limited capacity within the Team fails to deliver the wide ranging demands placed upon it.
	High
	CS Manager reports progress and highlights variances from expected schedules to CMT on a regular basis. 

	Failure to strengthen the linkages between service performance and measurement of strategic priorities
	High
	The revised corporate plan will seek to strengthen these linkages. In addition the introduction of a performance management system has automated the process and should raise the priority and use of performance data

	Inability to attract and retain professional staff with appropriate skills necessary to deliver a broad corporate agenda
	Low
	The HR Strategy outlines the need to develop internal skills and encourage promotion.


9. KEY SERVICE ISSUES OVER THE NEXT 1-3 YEARS

· Implementation of the Shared Services Contact Centre

· Development of improved Procurement arrangements

· Addressing the Gershon agenda

· Preparing for the next Corporate Performance Assessment

· Capacity to deliver the IEG/ modernisation agenda 

10. PARTNERINg ARRANGEMENTS

The Section works closely with a range of external partners to deliver their services. In addition to supporting the work of national and Government agencies such as the Audit Commission, officers also work closely with the East Lancashire e-Partnership on all their work-streams (procurement, consultation, web transactions and programme office.)  The Council contributes £118,000 to ELEP for these support services (2005/06). For 2006/07 year this will reduce to £58,000 for all of these services (except web-transactions.)

The CSM represents RVBC as a member of the Consultation Programme Board and as a member of the Procurement Working Group. The CPO is a member of the Consultation Working Group and the EGO attends the E-Government Work-stream Group. As an active member of ELEP, RVBC have entered into a partnership arrangement to carry out consultation across East Lancashire. Working with their neighbouring authorities the CS officers formulate surveys on a individual and sub-regional basis, in order to ascertain feedback from the Boroughs communities and users of different services. The results are used to directly inform policy decisions governing the nature, level and quality of services provided. In addition surveys are also carried out internally within the Council to gather information from the workforce e.g. about the quality/effectiveness of internal communications.

On procurement the Council play an active role supporting the ELEP Procurement Team on their work programme. All members of the team also meet with and work regularly with colleagues from neighbouring District authorities and Lancashire County on issues of mutual benefit. 

All members of the Team work collaboratively with colleagues from neighbouring councils and external partner organisations on issues of common concern. This frequently extends to membership of regional and national working groups to work on shared topics and progress them to the mutual benefit of all parties. 

The Team also works closely with the Council’s auditors, Audit Commission Relationship Manager and appointed Inspectors as part of their function.  

11. training and development of staff 

The main HR issues affecting the Team are those common to all sections – training, development and retention of staff to meet the future needs of the service.

The CSM undertakes Performance Appraisals with each member of the section on a 6 monthly cycle.  Through these appraisals the following training needs have been identified for the section for the coming 12-month period.

· Preparing detailed system notes supported by ‘On the job’ training to cover the maternity leave of the CPO (Dec 2005 to July 2006). 

· Quark training for CCO (and Print Room staff) to enhance the skill base of the section and enable work to be retained within the Council that might otherwise be outsourced.

· On the job training for the Assistant Corporate Policy Officer in all aspects of the Section’s workload.

· Approval for attendance at sub-regional, regional and national working groups (subject to budgetary constraints) to further individual’s professional knowledge.  

In addition two members of the Team volunteered for training and have assisted in the Council’s job evaluation exercise of the workforce during November/ December 2005.

12. equal opportunities

The Section maintains the following standards to ensure equal opportunities principles are included in day-to-day service delivery:

· All documents for public consumption are provided in a range of alternative formats (e.g large print) and published in a range of alternative media (inc. RVBC web-site)

· Press releases are prepared in Plain English

· The Section complies with the Council’s agreed standards governing the recruitment of staff including when advertising for job vacancies

actions to improve our services

The Action Plan at Appendix A (follows) details the services that the Section plans to deliver during the municipal year 2006/07. 

In addition to the regular, annual tasks that we are required to deliver every year, there are also a number of improvements and changes the Section will make to help achieve the Council’s corporate and service objectives and address the weaknesses, risks and performance standards outlined in this Service Plan.

APPENDIX A:
CORPORATE SERVICES Unit – ACTION PLAN 2006/2007

Key Objective: To develop the Council’s Performance Management Framework to facilitate the monitoring and reporting of the Council’s progress towards meeting it’s corporate aims and objectives including achievement of its Strategic Improvement Plan.

	Corporate Objective
	Action
	Standard
	Success Factors /Method of Measurement
	Target
	Resp.

Officer
	Resources
	Links

	To be 

a well

managed

council

To be 

a well

managed

council
	Maintain availability to all departments of up to date corporate guidance to reflect national Government and local policy with regard to performance management and improving the quality of council services. Improve mechanisms for dissemination of good practice.
	As determined nationally by ODPM, Audit Commission etc and locally by Council.  
	Comprehensive awareness of national/local requirements throughout the Council. 
	Disseminate guidance within 48 hours of receipt (Committee reports to next cycle.) 
	CPO

ACPO
	All actions   detailed can be accommodated from existing resources
	CPA

	
	Maintain and update the Council’s Best Value and Performance pages on the Council’s website.
	In accordance with national developments/ corporate  guidelines.  
	Improved user satisfaction (staff, general public/ external users) 
	National Priority Outcome ref no. R5  
	CPO

ACPO
	
	CPA

	
	Ensure all officers are fully aware of the Council’s Performance Management system and are appropriately trained to use it.
	As determined locally using Covalent
	Improved performance management culture/ awareness of performance management  issues. 
	Initiatives to be determined.
	CPO

ACPO
	
	CPA

	
	Produce quarterly Corporate Performance reports inc. the Corporate Plan monitoring report, the High Level Improvement Plan, Corporate Priorities and Workloads and CMT’s Forward Looking Work Plan.
	As determined internally by CMT
	Quarterly reports for CMT and O&S (Resources) Committee in 2006/2007. Continuous improvement is achieved.
	Quarterly reports for CMT and O&S (Resources) Committee throughout 2006/07
	CPO

CMT
	
	CPA

	
	Work with departments to develop enhanced  performance management framework and culture including developing target setting.
	IDeA & Audit Commission best practice
	Improved score in next CPA
	Target setting guidance on Intranet by April 06. Workshop June 06
	CSM

CPO
	Assistance of Audit Comm. Relationship Manager
	CPA

	
	Produce annual Performance Plan – Summary and Main versions.
	Local Government Act 1999 as amended
	Unqualified Audit opinion.  Increased readership and use by managers as a business planning/performance monitoring tool.  
	Publish main Plan by 30/6/06 & Summary 2007 Plan by 31/3/07. 
	CPO
	
	LGAct 1999

	
	Ensure all key performance information continues to be monitored on a regular and timely basis
	Local
	Frequent, accurate and timely reporting of corporate performance information
	Quarterly reports for O&S Resources Committee through 2006/2007
	CPO

ACPO
	
	CPA

	
	Develop local performance indicators (LPIs) where national ones do not exist for RVBC services
	Relevant LPIs in place for all RVBC services.
	Increased use of local indicators providing a more comprehensive picture of RVBC performance.
	Relevant LPIs in place to monitor all objectives.
	CPO
	
	CPA

	
	Provide support as necessary to all Service Improvement reviews. Report progress of reviews, implementation of improvement plans and outcomes. 
	As determined by the Audit Commission
	Positive outcomes to all reviews &inspections. Improved monitoring of outcomes.
	All inspections & reviews completed by agreed deadlines & reported to O&S Committee as necc.
	CPO 

CSM
	
	LGAct


Key Objective: To deliver, advise and co-ordinate the Council’s approach to inspection, Comprehensive Performance Assessment, Best Value and other legislative and Government Initiatives.

	Corporate

Objective
	Action
	Standard
	Success Factors /Method of Measurement
	Target
	Resp.

 Officer
	Resources
	Links

	To be   

a well 

managed

council.
	Support Chief Executive, CMT, and Service Departments in preparing for next CPA. 
	Audit Commission Guidelines.
	All arrangements in place for next CPA.  Comprehensive awareness and preparedness across the organisation.
	Inspection timetable to be determined by Audit Commission. 
	CMT, CPO, CSM
	
	CPA

	
	Support Chief Executive, CMT and Service Departments to facilitate Ribble Valley’s audit and inspection programme including acting on any recommendations
	National/ local Audit Commission and PWC Guidelines
	Satisfactory audit and inspection reports.  Agree new audit & inspection programme with PWC/ Relationship Manager.
	As required.

Agree programme by June 2006.
	CSM          CMT CPO ACRM
	
	LGAct

	
	Ensure all recommendations of the CPA Report (May 2004) and the Progress Assessment Report (A.Comm. December 2004) are addressed.
	CPA Report and Progress Assessment Report.
	Direction of Travel and annual Audit & Inspection Letter.         Continuous improvement is achieved.
	Improved CPA rating. Favourable D of Travel & AAIL. 
	CSM, CPO, CMT
	
	CPA

	
	To develop a Corporate Procurement Strategy & procedures to govern the procurement of all the Council’s goods and services. Strategy to reflect development of new procedures required by implementation of new Civica financial system.      
	ODPM, IDeA, ELeP guidelines. RVBC Financial Regulations 
	Corporate Procurement Strategy adopted. 
	Progress report to O&S Dec 2005.  Produce Strategy by June 2006
	CSM ELEP  D of R CMT
	
	CPA


Key Objective: To ensure consistent consultation and communication both internally and externally in-line with the Council’s Consultation and Communication strategies to inform and aid decision making

	Corporate Objective
	Action
	Standard
	Success Factors /Method of Measurement
	Target
	Resp.

Officer
	Resources
	Links

	To be 

a well 

managed 

council

To be 

a well 

managed 

council
	Develop & maintain effective channels of communication / public relations with the media across Ribble Valley, Lancashire/ N.West and nationally where appropriate.
	To match best practice nationally
	Positive feedback from residents, media, Elected Members. Maintain good  LPI performance 
	% articles /press releases used (receiving coverage) &        % projecting + ve image. 
	CCO
	
	LPI 

	
	Develop and implement Internal and External Communications Strategy.
	To match best practice nationally
	Enhanced positive image of the Borough. Positive feedback from media.
	Strategy to be approved by Committee
	CCO
	
	

	
	Publish monthly internal Newsletter (Backchat).
	Local
	Comprehensive distribution of Newsletter to all staff. Positive feedback from staff (staff survey)
	Published on time. Improved satisfaction in next staff survey. 
	CCO
	
	

	
	Raise awareness of Corporate Complaints System to all staff via publicity campaign / internal newsletter. As requested by CMT 20/01/05.
	To match best practice nationally
	Increased awareness of Complaints System
	Improved awareness in next staff survey.
	CCO
	
	

	
	Produce bi-annual editions of Ribble Valley News. 
	To match best practice nationally.     
	Improved feedback from residents as measured by BV User Satisfaction survey (Oct 03 result = 64.3%)
	>68% satisfaction with the way the Council keeps residents informed by Oct 2006.
	CCO
	
	

	
	Develop Corporate Identity Manual.                Promote, distribute & raise awareness within the Council for use by all departments and promote externally for use by key partners.
	To match best practice nationally. 
	Consistent use of corporate brand. Improved corporate identity & measure of external perception. 
	Corporate Identity Manual agreed by September 2006.


	CCO
	
	

	
	Provide all necessary information and support to East Lancashire e-Partnership Consultation Project. Ensure attendance at all Programme Board and Working Group meetings. 
	To match best practice nationally
	Project implemented in accordance with PID. RVBC attendance at all meetings
	To be determined by ELEP
	CPO CSM
	
	ELEP

	
	Co-ordinate the Council’s consultation activities through the East Lancashire ‘Feedb@ck’ (Citizens) Panel Group.Best Value General Household survey (BVGHS) to be carried out according to statutory requirements (ODPM) 
	Report results within 1 cycle of receipt of results.

BVGHS determined nationally by ODPM
	Results used to inform policy.
	Best Value General Household survey (Sept 2006) will be analysed and actioned in 2006/07.  
	CPO

ACPO
	
	ELEP

	
	Conduct internal survey using SNAP software in response to local needs 
	Local.
	Results used to inform policy.
	Subject matter of Summer 06 survey yet to be determined.
	CPO
	
	ELEP

	
	Establish corporate database for Consultation data and publish on web-site. Report progress to CMT/ O&S 
	As required by CMT/ EleP partners & meet Priority Outcome G3
	Positive feedback from staff/ public surveys
	Database on Intranet/ Internet site by December 2005. (Link via ELEP)
	CPO

ACPO
	
	ODPM

	
	Investigate initiatives to expand membership of the Feedback (Citizens) Panel via a range of initiatives 
	Best  practice
	Attain and maintain higher Panel membership.
	380 members by Sept 06, >400 by Mar 2008
	CPO/ ACPO CCO
	
	

	
	Provide PR/ promotional & fund-raising support to Council projects e.g. Castle Lottery bid, Cycling Grand Prix etc
	As determined locally or by external body e.g Lottery Commission
	Successful project(s)
	As determined by individual project. 
	CCO Partners
	
	RV Comm Stratgy

	
	Implement recommendations of Internal Communications Strategy 
	Local
	Improved communications
	Timescales to be identified from Strategy ( June 2006)
	CCO
	
	


Key Objective: To respond to the Governments modernisation agenda including e-government and support other initiatives designed to improve the delivery of council services. 

	Corp. Objective
	Action
	Standard
	Success Factors /Method of Measurement
	Target
	Resp. Officer
	Resource
	Links

	To be   

a well 

managed

council
	Project-manage and implement Shared Services Contact Centre into RVBC in conjunction with Service Managers, Northgate Information Systems, LCC and District partners. 
	As per Proof of Concept.

Onyx OneServe
	To meet agreed implementation timetable as project plan

Improved access to Council services
	Establish Call Centre from Feb 06. Call Plus telephony by June 06. 

Phased implementation of CRM from July 06. 
	CSM

EGO

CMT

NIS
	
	ODPM

(IEG)

LCC

	
	Work with Lancashire DC partners to develop the Lancashire Portal project.
	Priority Outcome R4 (IEG Programme)
	Meet national standards.
	Establish working Portal by Sept 2006.
	EGO Lancs DCs
	
	ODPM (IEG)

	
	Develop adoption of NeSDS (National eService Delivery Standards) Programme for the Shared Services Contact Centre. 
	National standards published for Public Consultation from November 10th 2005.
	Meet national standards.
	By Government determined timescale
	EGO
	
	ODPM  (IEG)

	
	Investigate & evaluate potential advantages of Government Connect programme.
	National / ODPM (Government Connect)
	Meet national standards.
	By Government determined timescale
	EGO
	
	     ODPM (IEG)

	
	Continued work towards addressing outstanding Priority Outcomes
	Priority Outcome R4 (IEG Programme)
	Meet national standards
	Locally determined timescale
	EGO
	
	ODPM (IEG)

	
	Maintain ESD Toolkit as per ODPM requirements, including enabling links to Local DirectGov if necessary
	Ref.Change Management: S.2 IEG5 Guidance: ODPM Sept.2005)
	Meet national standards.
	By Government determined timescale
	EGO
	
	ODPM (IEG)
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