Appendix A


Portfolio Development Plan 2011-12

Corporate & Customer Services

Portfolio Holder: Cllr Paul Dann

Lead Officers: Beverley Jolly, Peter Rowbotham, Verina Wenham 
Corporate Vision

“To Put our Residents First – maintaining Harborough’s position as one of the best loved UK Districts to live, work and visit.  To make the best and most effective use of our resources, ensuring efficient services and providing good value”

Values

A set of underlying values will inform and shape what we do.  These are:

1. Putting residents and frontline services first 

2. Listening, informing and consulting local people and promoting greater community involvement within our urban and rural communities

3. Being open and accountable in the way we make decisions

4. Embracing innovation and partnership as a way of bringing about efficiency, cost effectiveness and improvement in our services

5. Working in partnership with the voluntary, community and business sector and other Councils

6. Endeavouring to achieve lowest Council Tax rises, to cover inflation and the targeted investment required for our priorities

7. Ensuring services are accessible to all

8. Promoting equality of opportunity, with particular attention to needs of those less accessible or vulnerable residents, located within our diverse community

9. Valuing, supporting and developing our Council employees

Portfolio Remit

· Human Resources

· Performance Management

· ICT

· Training and Development (staff and members)

· Corporate Administration

· Democratic Services

· Elections and Register of Electors

· Land Charges

· Cemeteries Administration

· Street Naming and Numbering

· Local Land and Property Gazetteer

· Freedom of Information and Data Protection

· Business Planning

· Risk and Change Management

· Customer Services (service shops; telephony, call centre etc)

· Lifeline

· Communications and Media, Web Site

· Business Continuity

· Legal Services

· Stepping Stones

Budget Figures:

	
	Approved Budget

2010/11

£
	Approved Budget

2011/12

£

	Direct Expenditure
	4,558,600
	

	Direct Income
	(230,700)
	

	Net Direct Expenditure
	4,327,900
	


Planned Portfolio Actions

	Portfolio Priority Action
	Value Link
	Lead Head of Service
	Service Areas Involved to Achieve Priority
	Start Date
	Finish Date


	Outcome
	Major Project?

(Y/N)

	Provide professional Human Resources advice and resource to Management Board in implementing the outcomes of service reviews 
	1,3,6,
	Beverley Jolly

Head of Change Management
	All
	April 2011
	July 2011
	Restructure implemented.  Changes to terms and conditions of staff, redundancies and re-deployments carried out successfully and in compliance with employment law.


	N

	Provide professional Human Resources advice and resource to Management Board in implementing the outcomes of cuts or reductions in activities following the setting of 2011/12 budget. 
	1,3,6,
	Beverley Jolly

Head of Change Management
	All
	April 2011
	July 2011
	Reductions in staffing levels implemented.  Changes to terms and conditions of staff, redundancies and re-deployments carried out successfully and in compliance with employment law.


	N

	Implement a new HR system
	4,5,
	Beverley Jolly

Head of Change Management
	HR and ICT
	September 2011
	March 2012
	Improvement in quality and speed of information available for the organisation, including tailored reports. 

Reduction in manual processes
	N

	Conduct District Council Elections
	2,3,7,8
	Beverley Jolly

Head of Change Management
	All
	April 2011
	May 2011
	Successful District Council Elections
	N

	Conduct Parish Council Elections
	2,3,7,8
	Beverley Jolly

Head of Change Management
	All
	April 2011
	May 2011
	Successful Parish Council Elections
	N

	Conduct Referendum on Parliamentary Alternative Voting System
	2,3,7,8
	Beverley Jolly

Head of Change Management
	All
	April 2011
	May 2011
	Successfully run referendum
	N

	Maximise participation in the Register of Electors Annual Canvass
	2,3,7,8
	Beverley Jolly

Head of Change Management
	Elections
	August 2011
	December 2011
	Publication of an accurate register which shows an increased percentage return of forms and electors on the register


	N

	Undertake a review of Polling Stations 
	1,2,3,7,8
	Beverley Jolly

Head of Change Management


	Elections and Communications
	November 2011
	March 2012
	All polling stations meet set criteria
	N

	Harborough District Electoral Review


	1,2,3,6,7,8
	Beverley Jolly

Head of Change Management
	Elections and Communications
	Decision will be taken by Boundary Commission
	Not available
	Ensure equality of electorate per District Councillor
	Y

	Community Governance Review 


	1,2,3,6,7,8
	Beverley Jolly

Head of Change Management


	Elections and Communications
	Initial consultation with stakeholders February 2012
	March 2013
	Ensure equality of electorate per parish Councillor
	Y

	Participate in the National Address Gazetteer project – requirement from central government
	1, 5,7,
	Beverley Jolly

Head of Change Management
	Corporate Administration
	April 2011
	March 2012
	NAG holds accurate address details for Harborough district
	N

	Provide Member Induction and Training
	1,.2,3,7
	Beverley Jolly

Head of Change Management
	All
	May 2011
	December 2011
	Support councillors to fulfil their public duties 
	N

	Enhance the use of the TEN system as a management tool particularly 

Continue developing the Project Management Model

and 

Business Continuity

Investigate all informal reporting procedures and formalise within Ten using LEAN principles.
	3,4,5,8
	Beverley Jolly

Head of Change Management 
	All
	1st April
	31st March 2012
	Effective Project Management system

Electronic Business Continuity model


	N

	Develop data collection methods and reporting procedures for data required by Central Government/partner organisations. 
	All
	Beverley Jolly

Head of Change Management
	Change Management
	1st April
	31st March 2012
	Will meet government requirements for performance reporting
	N

	Continue developing the Risk Management system.
	All
	Beverley Jolly
	Change Management and Risk Champion
	1st April
	31st March 2012
	Improvement in risk management
	N

	Continue developing Data Quality.
	All
	Head of Change Management 
	All
	1st April
	31st March 2012
	Improvement in data quality
	N

	Implement Cash receipting system
	1,4,6
	Head of Finance
	Finance, ICT and Customer Services
	Jan 2011
	May 2011
	New system tested and operational
	Implement Cash receipting system

	Developing viable shared service arrangements to reduce staffing costs in service delivery.
	1,4,6 & 9
	Brett Culpin
	Built Environment Services

Financial Services

Health & Enforcement Services and Change Management Services
	April 2011
	August 2011
	Approved Business Plan for implementation
	Y

	Assistance with continued implementation of Payroll project.
	4, 5, 9
	Robert Chambers
	Finance, HR and ICT
	March 2011
	End of June 2011
	New system tested and operational
	N

	Continuation of the Revenues &Benefits Shared Services project
	1, 4, 5, 6
	Matt Bradford
	Finance, Customer Services, HR and ICT
	2010
	End of May 2011
	Shared Service Revenues and Benefits operational
	Y

	Multi Functional Devices project – to replace photocopiers and printers with one device with combined facilities
	4, 6
	Beverley Jolly

Head of Change Management
	All service areas
	February 2011
	End of September 2011
	New copying and printing infrastructure implemented and in use.  Will create cost and efficiencies.
	N

	Windows 2008 Active Directory and server upgrades
	4
	Beverley Jolly

Head of Change Management
	ICT
	April 2011
	March 2012
	Move HDC to latest supported version.  Will improve security.
	N

	Microsoft Exchange server upgrade
	4, 9
	Beverley Jolly

Head of Change Management
	ICT
	September 2011
	December 2011
	Move HDC to latest supported version.  Will provide enhanced functionality.
	N

	GovConnect /DWP connectivity – continuing existing connection or using an aggregated Shared Service connection
	Potentially: 4, 5, 6
	Beverley Jolly

Head of Change Management
	ICT and Revenues and Benefits
	December 2011
	March 2012
	GCSx connectivity approved and/or alternative connection progressed.

Will improve security and there is potential for cost savings.
	N

	Laptop Operating System upgrade – to Windows 7
	4, 9
	Beverley Jolly

Head of Change Management
	ICT
	July 2011
	March 2012
	Move HDC to latest supported version.  Will provide enhanced security and functionality
	N

	IP (Internet Protocol)  telephony – trial in the IT team and add value to Flexible Working pilot
	4, 6, 9
	Beverley Jolly

Head of Change Management
	ICT & Environmental Health
	July 2011
	December 2011
	To provide the telephony facilities  for mixed location working will lead to cost savings
	N

	UNI-form application and Oracle database upgrade
	
	Beverley Jolly

Head of Change Management
	ICT
	October 2011
	December 2011
	Move UNI-form and database on to a supported platform
	N

	E Financials system – upgrade to version 4 
	
	Robert Chambers
	Finance and ICT
	TBC
	TBC
	New system tested and operational
	N

	Complete a review of the title documents for the Council’s property assets.  Undertake a process of voluntary registration of the deeds with the Land Registry as appropriate. 
	
	Head of Legal Services
	Corporate Property Officer
	
	
	Comply with recommendation from the Annual Governance Statement to review.
	N

	Implementation of an electronic Contracts Register to record all contracts entered into by the Council 
	
	Head of Legal Services
	All service areas involved with procurement; Welland Procurement Unit
	1 April 2011
	31 March 2012
	Ensure that a central record is maintained and all the key milestones and information is captured in a central register. This will assist in ensuring that key dates are met  
	N

	Implement the ‘Tell Us Once’ initiative in conjunction with the County Council and the DWP
	Embracing innovation and partnership as a way of bringing about efficiency, cost effectiveness and improvement in our services


	Head of Customer Services 
	Customer Services, Finance, Corporate Services
	01.04.11
	31.09.11
	Tell Us Once in place for our residents.
	Y

(DWP led) 

	Have an effective Service Level Agreement in place between the new Revenues and Benefits Partnership and Customer Services.
	Embracing innovation and partnership as a way of bringing about efficiency, cost effectiveness and improvement in our services


	Head of Customer Services
	Customer Services, Finance
	01.12.10
	01.06.11
	SLA in place
	N

	Improve the on line consultation system on the web site
	Listening, informing and consulting local people and promoting greater community involvement within our urban and rural communities


	Head of Customer Services
	Customer Services
	01.04.11
	31.03.11
	Effective and easy to use consultation tool in place.
	Y

	Implement the web site action plan
	Ensuring services are accessible to all


	Head of Customer Services 
	Customer Services, all other service areas
	01.04.11
	31.03.12
	Judged to be an excellent web site.
	N

	To introduce an Intranet system that integrates with the web site.
	Valuing, supporting and developing our Council employees


	Head of Customer Services
	Customer Services 
	01.01.11
	31.06.11
	Easy to use Intranet for staff and members 
	Y

	Implement the outcomes of the Communications and Consultation Strategy 
	Listening, informing and consulting local people and promoting greater community involvement within our urban and rural communities


	Head of Customer Services
	Customer Services 
	01.04.11
	31.03.12
	Effective strategy in place. 
	N

	Review the system for monitoring of Complaints
	Being  open and accountable in the way we make decisions


	Head of Customer Services
	Customer Services, Corporate Services
	01.09.11
	31.10.11
	Scrutiny of new system to ensure its fit for purpose.
	N

	Open the new Service Shop within Lutterworth Library
	Putting residents and frontline services first
	Head of Customer Services
	Customer Services, Corporate Services, Finance
	01.12.10
	01.06.11
	New enhanced Service Shop.
	Y

	Promoting alternative methods of payment 
	Embracing innovation and partnership as a way of bringing about efficiency, cost effectiveness and improvement in our services
	Head of Customer Services
	Customer Services, Finance 
	01.06.11
	31.03.12
	Increase in Direct Debit take up 
	N

	Implement new working arrangements in Customer Services.
	Putting residents and frontline services first 


	Head of Customer Services
	Customer Services, Corporate Services
	01.04.11
	31.03.12
	Improved Team Performance.
	Y

	Review all Business Continuity Plans
	Putting residents and frontline services first 


	Head of Customer Services
	Customer Services, all Service Areas
	01.04.11
	31.03.12
	Updated Plans in place ready for testing 
	N

	Put systems in place to ensure that the  Telephony system is resilient 
	Putting residents and frontline services first 


	Head of Customer Services
	Customer Services, Corporate Services 
	01.04.11
	31.12.11
	Plans and system in place to cover for any likely system failures
	N


This is indicative only – taken from the latest Councillor Scores.

This is subject to Scrutiny and the Consultation process. This is not the ‘final’ list and it can change.

Activities to Cease

	Activity
	By When

	
	

	Ticket Sales on behalf of local groups 
	After April 2010

	
	

	
	

	
	


Activities to Reduce

	Activity
	By How Much
	By When

	ICT Helpdesk Service
	50%
	April 2011

	Member Development
	50%
	April 2011

	Talkback 
	50%
	April 2011

	Internal Communications
	50%
	April 2011

	Media Enquiries 
	50%
	April 2011

	Learning and Development – Non Statutory 
	50%
	April 2011 


Performance Measurements

	KPI Reference
	Performance Measurement
	Linked Portfolio Priority
	2010-2011 Predicted

Outturn
	2010-2011 Predicted Direction of Travel
	Target 2011-2012


	3 Year Projection Target 

	LPI 401 i
	Standard Searches within 10 Days

	
	
	
	99.99%
	99.99%

	LPI 701
	Percentage of appraisals completed 

	
	
	
	99.99%
	99.99%

	LPI 702 
	Working Days Lost Due to Sickness Absence
	
	
	
	8.3
	8.3

	LPI 703
	ICT System availability

	4,6,7,
	97%
	Static
	92%
	95%

	LPI 704
	Response to Helpdesk calls within  4 hours (Changed from 2) 
	4,9
	99%
	Static
	98.5%
	99%

	LPI 705 i
	Top 5% of Earners: Women 
 
	
	
	
	50%
	50%

	LPI 496
	Customer Satisfaction
	
	
	
	90%

	

	LPI 411a
	% calls answered by the Call Centre within 30 seconds 
	
	
	
	60%
	

	LPI 411b
	% calls answered by the Call Centre with 60 seconds
	
	
	
	90%
	


Risk Analysis 

	Detail of risk
	Impact

Negligible = 1

Marginal = 2

Critical = 3

Catastrophic = 4
	Likelihood

Almost Impossible = 1

Very Low = 2

Low=3

Significant=4 

High = 5

Very High =6
	Rating

(Impact x Likelihood)
	Lead

Responsibility
	Mitigation

	ICT system failure
	3
	4
	12
	Head of Change

Beverley Jolly
	ICT Disaster Recovery contract in place for some services.

Implementation of a virtual server environment has increased resilience.

	Loss of data or improper use of sensitive data.
	3
	3
	9
	Head of Change

Beverley Jolly 
	Include in relevant policies and publicise to all staff and elected members.

	Reduction in ICT resources will result in insufficient capacity to deliver all of the Council's objectives. 
	2
	6
	12
	Head of Change

Beverley Jolly
	Prioritisation of resources, both financial and staffing, is considered as part of the business planning process and on an ongoing basis as priorities change and new initiatives arise.

	Reliance on key staff to deliver objectives. Risk of staff absence/turnover. Ability to recruit professional staff.
	3
	4
	12
	Head of Change/Human Resources Manager

Beverley Jolly/Mike Smith/Kate Frow
	Maintain pay and grading structure by ensuring any news posts are evaluated before being filled.

Ensure competitive market rates.

Ensure regular communications.

	Data Quality.

Incorrect data is supplied to the TEN system
	2
	3
	6
	Research & Performance Management Officer

John Chester
	Ensure service areas have data quality procedures in place

	Restructure of organisation will reduce capacity to deliver required objectives
	2
	5
	10
	Head of Change 

Beverley Jolly
	Ensure clear roles and responsibilities defined if any new restructure is applied

	Data Quality HR

Incorrect data is collected, used, or published
	3 
	3 
	9
	Human Resources Manager 

Mike Smith/Kate Frow
	Replace current out of date HR ICT system by using the functionality provided by Leicester City as part of the payroll solution.  Checking of information, team meetings to raise awareness, better use of IT

	Litigation/ tribunal cases as a result of dispute resolution
	3 
	3 
	9
	Human Resources Manager 

Mike Smith/Kate Frow
	Training needed for managers.  Regular staff awareness needed.

	Employee Relations:

Low morale and high turnover & sickness could occur if strategies and legally compliant policies are not in place
	3 
	3
	9
	Human Resources Manager 

Mike Smith/Kate Frow
	Review of policies needed. New policies needed. 

	Inadequate staffing levels within Land Charges to meet performance targets and to ensure the service is competitive.
	2
	3
	6
	Electoral Services Manager

Sheena Mortimer
	Continuous monitoring of workload.  Participate in shared services project as appropriate. 

	Local authorities are now required to provide free access to local search information under the Environmental Information Regulations thereby requiring same levels of resources within service areas but with no income.
	3
	4
	12
	Corporate Administration Manager

Richard Ellis
	Monitor national position and join in shared services partnership as appropriate

	Legal challenge regarding repayment of income from fees paid by personal searches for land charges information now deemed to be Environmental Information
	3
	5
	15
	Head of Legal Services

Verina Wenham
	

	Destruction/loss of original contracts/agreements/deeds stored in the Council’s strong room


	3
	3
	9
	Head of Legal Services

Verina Wenham 
	Ensure that the strong room is kept securely locked at all times and that access is controlled.  A register of documents taken out and by who should be kept.  Consideration given to keeping an electronic copy of completed documents and a Contracts Register .  Voluntary registration of documents will minimise the risk.

	Major negative news about the Council
	3
	3
	9
	Head of Customer Services 
	Proactive approach. Always open and honest in our responses. Respond in a speedy and efficient manner.


Planned Equality Impact Assessments

	Equality Impact Assessments

	Name of Policy or Function to be Assessed
	Service Area / Lead HoS
	Start Date
	Finish Date

	New Lutterworth Service Shop
	Head of Customer Services
	01.04.2011
	01.06.2011

	Gov Metric 
	Head of Customer Services
	01.06,2011
	31.12.2012

	Telephony 
	Head of Customer Service
	01.01.2012
	31.03.2012

	Workforce Strategy
	Head of Change Services
	01.07.2011
	31.09.2011

	Equal Pay & Equal work policy
	Head of Change Services
	01.10.2011
	31.01.2012

	Harassment and Bullying
	Head of Change Services
	01.08.2011
	31.10.2011

	Member Development 
	Head of Change Services 
	01.05.2011
	31.07.2011

	Confidential Reporting (Whistle Blowing) 
	Head of Legal Services
	01.04.2011
	31.12.2012

	Customer Care 
	Head of Customer Services 
	01.04.2011
	31.08.2011

	Communications Strategy
	Head of Customer Services 
	01.04.2011
	31. 08.2011

	Access to Services 
	Head of Customer Services
	01.04.2011
	31.12. 2011


Planned Consultation

	Consultation

	Consultation Exercise


	Purpose


	Planned Date
	Method

	Polling Station Review
	Consult on outcome of review
	February 2012
	Proposals Document

	Community Governance Review
	Initial consultation with stakeholders
	February 2012
	Letter/Website
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