RIBBLE VALLEY BOROUGH COUNCIL

ICT Section Service Plan for 2006/2007
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RIBBLE VALLEY BOROUGH COUNCIL

RESOURCES DEPARTMENT
 
introduction

The following Service Plan covers the ICT Section, which includes the Computer services of the Council.

where are we aiming to be?

Our aim is to assist the Council in its wish to embrace the modernisation agenda in delivering e-Enabled services.
what are our KEY objectives?

The following are the objectives of the ICT section.  By fulfilling these corporate objectives we will help enable Council to meet it’s corporate priorities, ambitions and objectives.

	CORPORATE AMBITIONS
	SERVICE OBJECTIVES

	To be a well managed council providing efficient services based on identified customer needs
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 To enhance and improve the efficiency and quality of services by optimising the application of information and communications technology and continuing to invest in cost effective business solutions.

	· 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
	· 


who are we and what do we do?

   ICT Services Manager


  Senior Computer

  Technician





    Network Technician      

           
           Computer

    
      
            

   



        Administrator



       Junior Computer 

                                   Technician
ICT Manager – Peter Hothersall

The key roles of this post are:

· Manages the Council’s ICT Section

· Provides leadership of the section

· Provides advice to the Chief Executive, Corporate Management Team and elected members

· Attends committees, working groups and outside bodies

· Budget Monitoring

· Contribution to the collective management of the Council

Senior Computer Technician ---  Stuart Haworth

The key roles of this post are:

· Implementation and support of revenues, benefits, housing, financials, planning and payroll/personnel systems?

· Oracle, Microsoft SQL and MySQL database administration
· NLPG integration
Computer Administrator  ----  Joseph Birney

The key roles of this post are:

· Administer and maintain the Internet and Intranet systems
· Purchase all computer related products
· Data Protection
Network Technician

The key roles of this post are:

· Implementation and support of departmental Windows server based systems
· Maintain an effective network

· Maintain security access methods from external networks

Junior Computer Technician

The key roles of this post are:

· Installation and support of all PCs and Printers
· Installation of PC based software
CORE SERVICE FUNCTIONS

	FUNCTION
	KEY RESOURCE

	1

	Implementation and support of revenues, benefits, housing, financials, planning and payroll/personnel systems
	Senior Computer Technician

	Oracle, Microsoft SQL and MySQL database administration
	

	NLPG integration
	

	Implement the Front to Back office integration solutions required for the Contact Centre


	

	2

	Implementation and support of departmental Windows server based systems
	Network Technician

	Maintain an effective network
	

	Maintain security access methods from external networks
	

	Implement the Contact Centre network and email requirements


	

	3

	Administer and maintain the Internet and Intranet systems
	Computer Administrator

	Purchase all computer related products
	

	Data Protection 
	

	Implement the Contact Centre web based requirements


	

	4

	Installation and support of all PCs and Printers
	Junior Computer Technician

	Installation of PC based software


	


how do we currently deliver our services?

what are the key policies and strategies that we are working to?

The ICT section works to all appropriate Council policies and strategies including:

· Ribble Valley Community Strategy

· Corporate Plan

· Best Value Performance Plan

· Strategic Planning and Performance Management Framework

· ICT Strategy

· Three Year Financial Strategy

· Standing Orders/Financial Regulations

· Risk Management Policy

· Data Protection

· IEG Statement

what resources do we currently have available?

The ICT Section is fully recharged to services and forms part of the newly restructured Resources Department.  

The ICT section has an expenditure of £417,910 (05/06 original), which includes:











    +5% for 06/07

· Employee related expenditure

           138,060



 6,903

· Premises related expenditure


   1,390



      70

· Transport related expenditure


   4,530



    227 

· Supplies and Services


           130,690



 6,535

· Purchase of equipment




  4,660

· Communications 




  3,340

· Financial system licences



13,910

· Hardware maintenance




10,240

· Software maintenance




89,070

· Subscriptions





    130

· Security phone





    210

· Subsistence





      30

· Third party payments



    2,490


     125

· Support services



            131,620


  6,581

· Staff expenses




         111,300

· Recharges





 8,620

· Accommodation




 8,060

· Legal support





 1,670

· Central Services support



 1,970

· Capital financing




   9,130



    457

The ICT section has a recharge of £416,930 (06/07 original), which includes:

· CEC recharged to Housing



  50,240



  2,512

· CEC recharged to general fund services

366,690



18,335

The ICT section is showing a saving of £980 (05/06 original)

Impact on service provision of cash limiting the Budget

The costs of our hardware and software Support and Maintenance contracts increase annually in line with the CEL index (see below). These are multi year contacts that are required to keep our corporate computer systems running.

A large proportion of the ICT budget is staff related, which would need to be increased by 5%. If this was not available then we would have to reduce our staff numbers by one. This would mean that computer systems could not be supported to the current standard. 

Growth Items

Changes required to the Server room as specified in the recent external auditors report. Costing for these changes are currently being sought.

Areas that can be reduced / eliminated

The ICT section requires all it’s present staff to maintain the existing computer systems of the Authority, so eliminating a member of staff is not feasible. However an option of outsourcing the whole section could be considered, but it is difficult to see how an outside body could reduce the staff below our current level, so savings would be hard to find. The consequences of outsourcing would need to be investigated and would depend on the method used. 

What is the CEL index? 

The Index was produced in May 1992 to satisfy the needs of suppliers and purchasers who wished to link contractual price increases to an acceptable formula or index within the IT industry. It reflects the twelve month movement in earnings rate, shown as a percentage, excluding loyalty/retention bonus payments.

WHAT EFFICIENCY GAINS CAN WE IDENTIFY?

· The role of the Computer Section is to install, support and maintain computer systems for the council. 

· The installation phase is normally an agreed process with the relevant department/section and the software company. By using good practice in project management, we will ensure the least disruption to services.

· The support for existing system is presently only carried out during normal working hours. There are existing and planned systems (e.g. Web site and Contact Centre) that should be provided with out of hours support. To provide this ‘on call’ service would have a budgetary impact, but would ensure 24 hours a day 7 days a week (24/7) availability of the relevant systems. 

· The maintenance of our systems is presently only carried out during normal working hours. This causes disruption to either individual sections or even the whole council. It would be more efficient for the scheduled maintenance to be done outside of normal working hours, to ensure very little disruption to the sections of the Council. 

· Reduction in Staff absence due to sickness following introduction of traffic light scheme

how are we performing and what are our targets?

Best Value Performance Indicators

The Computer section currently has no Best Value Performance Indicators:

Local Performance Indicators

The Computer section collects the following local indicators:

	PI No.
	Description
	Measure
	2003/04 Actual
	2004/05 Actual
	2005/06

 Actual
	Target 2006/07
	Target 2007/08

	LPI I1 
	Number of PC’s on the network
	Actual
	155
	172
	178
	180
	

	LPI I2 
	Page hits on the Web site
	Actual
	150,100
	246,000
	350,000
	500,000
	

	LPI I3 
	Number of major systems supported
	Actual
	11
	11
	11
	11
	


what do INSPECTORS Think of our services?

The ICT section has not been inspected by external inspectors.  However each year our External Auditors – Pricewaterhouse Coopers carry out a review to ensure they can place reliance on their procedures. There are aspects of the service that are highlighted for attention.

what do our customers think of our services?

The section has not carried out any consultation exercises in the last few years in relation to the services we provide.

what are our KEY ACHIEVEMENTS, strengths and our weaknesses?

The following key achievements have been made in the past three years:

· Implementation of a new Revenues, Benefits and Housing computer system.

· Creation of a Website that is compliant with the Government eGIF standards and the WC3 internet accessibility, CSS and XHTML standards.

· Installing a secure connection between Lancashire County Council and Ribble Valley’s networks to enable data exchange in the Engineers section and for Local Land Charges.

· ICT related preparation for the Shared Contact Centre.

· Implementation of a Help Desk system to help prioritise support calls.

· Implementation of the Microsoft Exchange software for email, diary and task scheduling

· Enhancement of our Firewall and Virus protection systems.

· Continuous development of our Network, as the demands on it rise.

· Server replacement program on schedule

· Introduction of ‘group’ laser printers, rather than the inkjet printer per desk theory.

· A move to ‘open source’ operating systems (Linux) for our Internet and Intranet servers.

The following strengths and weaknesses have been identified:

Strengths

· Ability to adapt to the implementation and support requirements as they arise.

· Prepared to work in many diverse areas of ICT.

· Large depth of knowledge

Weaknesses

· Unable to devote enough time for :-

· technical documentation needed for successful system recovery.

· Server housekeeping to ensure continuous availability   

· ICT manager still needs to be involved in technical work to keep on top of the workload, which prevents the section being managed as effectively as it could be.

Opportunities:

· Implementation of the Auditors recommendations for changes to the Server room

· eGovernment’s use of new technology expanding the skill levels of the sections staff

· New Shared Services Contact Centre

· Allocation of the Resources department’s Modern Apprentice to the IT section.

Threats:

· eGovernment’s use of new technology could fail if the sections staff did not have the relevant skills

· Lack of space and resilience in the Server room

· New Shared Service Contact Centre

· Joint Revenues and Benefits database

· Loss of highly experienced, knowledgeable staff

· Increasing requirements for data acquisition arising from Freedom of Information requests

what risks do we face?

The ICT section is subject to a number of operational and strategic risks, which are detailed in the council’s Grace software system. Some key risks are shown in the following table 

	RISK DESCRIPTION
	RISK LEVEL
	CONTROLS

	Loss of server room due to fire, flood, failure of air conditioning unit, etc.
	Low
	Fire sensors are in place. 

Proposed fire extinguishing system, extra fire retarding measures and a backup air conditioning system

	Corrupt data backups 
	Low
	Regular changing of the backup media

	Lack of knowledge on how to recover systems
	Low
	Ensure detailed recovery procedures are available

	Unauthorised access to the computer systems
	Low
	Full password protection to be utilised on all systems

	
	
	


What are the key service issues in the next 1 – 3 years?

· Maintaining and supporting the existing computer systems

· Shared Service Contact Centre

· Implementing the remaining eGovernment projects

· Enhancement and continuous updating of the web site

· Detailed documentation of all systems

· Understanding the new government web site navigation theory (IPSV) to enable easier navigation of our web site.

PARTNERING ARRANGEMENTS

We have entered into the following partnership arrangements:

· Shared Service Contact Centre (SSCC)

· East Lancashire eGovernment Partnership (ELEP)

· Lancashire eGovernment Partnership (LEN)

training needs IDENTIFIED IN ORDER to develop the service in THE FUTURE

The ICT Manager endeavours to undertake 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.

· Stuart Haworth

· PHP / MySQL for Jadu integration

· Linux technical administration

· Paul Douglas

· Cisco Pix 

· Firewall 1 management

· Exchange 2003

· Lee Gothard

· Adobe Photoshop

· Webdesign

· Microsoft Office advanced

· Liam Sutcliffe

· Windows certified technician

how will we ensure that our services treat everyone fairly?

The section carries out the following activities to ensure equal opportunities principles are included in day-to-day service delivery:

· By operating in accordance with the Council’s Equal Opportunity policy

what actions will we take to improve our service?

The Action Plan at Appendix A outlines the improvements and changes the ICT section will make to meet corporate and service objectives and to address the weaknesses, risks and performance standards outlined in this service plan.

APPENDIX A 
ICT Section – ACTION PLAN 2005/2006

Key Objective: - To enhance and improve the efficiency and quality of services by optimising the application of information and communications technology and continuing to invest in cost effective business solutions.
	Supporting objective
	Success Factors /Method of Measurement
	Target Date
	Responsible Officer
	Resources

	Servers - Server Utilisation and Replacement Strategy
	Ensure effective use of servers
	Ongoing
	Stuart Haworth

Paul Douglas
	Staff

	Desktop Equipment and printing
	Keep operational
	Ongoing
	Liam Sutcliffe
	Staff

	Networking Infrastructure - Firewall
	Prevent unauthorised access
	Ongoing
	Paul Douglas
	Staff

	Implement New Content Management System
	Successful implementation
	Oct 2005
	Lee Gothard
	Staff

	Intranet and Internet content
	Enhance and maintain the content
	Ongoing
	Lee Gothard and Content editors in other sections
	Staff

	Alterations to server room
	Sufficient space created and contingency / security recommendations implemented
	July 2006
	Peter Hothersall
	Capital expenditure

	LLPG implementation
	All address databases matched and full electronic link achieved to the National Hub (NLPG)
	Nov 2006
	Stuart Haworth
	Staff

	Implementation of the eGovernment strategy
	Satisfy the e-Government Strategy
	Dec 2006
	Peter Hothersall
	Staff and Capital expenditure

	Software Applications – Utilisation and Implementation Strategy
	Ensure effective use of software
	Ongoing
	Peter Hothersall
	Staff


OUTCOMES (EG IMPROVED STAFF AWARENESS, IMPROVED QUALITY/SATISFACTION)

· Improved Job Satisfaction levels

· Good results in Use of Resources Judgement

· Lower sickness levels

· Engagement of users







COMPUTER SERVICES


SERVICE PLAN 2006/07
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