
NORTH LANARKSHIRE COUNCIL 

To: FINANCE COMMITTEE 

From: DIRECTOR OF FINANCE 

Date: 2 March 2000 Ref RH/LM/CP 

Subject: FINANCE DEPARTMENT BEST 
VALUE SERVICE REVIEWS 

1. 

2. 

3 .  

Introduction 

In February 1998 the Council approved a five-year rota for the review of services following the 
introduction of the Best Value Regime. Service reviews are seen by the Scottish Executive as an 
essential component of the best value appraisal process. 

A review of the payroll service was carried out in 1998 and was reported to the Policy Planning and 
Performance Review Sub Committee in September 1998. This service was subject to detailed 
scrutiny by the Scottish Office in February 1999 as part of the best value audit process and was 
found to be satisfactory. 

Service reviews were carried out in three areas of the Finance Department in 1999: Creditors, Cash 
Collection, and IT Services - Applications Development and Support. 

Service Review Process 

The Finance Department has adopted the Best Value Service Review Guidelines produced by the 
Chief Executive's Office and carried out the reviews as follows: 

1. Undertake initial preparatory work, identifying the service, customers, processes and cost; 

2. Conduct a formal review of the services, appraising options for service delivery, comparing 
the cost and quality of the service with other organisations and set action plans for future 
improvement based on the findings of the reviews; 

3 ,  Monitor achievement against these plans and set targets for continuous improvement. 

Service Review ReDorts 

Cash Collection 

The review of the cash collection service compared its cost with one local authority and two private 
sector providers and used customer surveys to obtain views on the quality of the service provided. 
The conclusion of the review was that the service was competitive in terms of cost and scored 
highly in the quality assessment of its users. The full service review report is attached in Annex 1. 
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The creditors service review was carried out by benchmarking cost and service standards with 17 
other local authorities and by issuing questionnaires to users of the service. Overall the review 
showed the service to be performing satisfactorily. The detailed report is attached in Annex 2. 

IT Services - Applications Development and Support 

The service was reviewed by undertaking a benchmarking exercise with peer organisations in the 
public and private sectors and by conducting customer surveys on the quality of the service. The 
conclusion of the review was that the service was cost effective and that there was a high level of 
customer satisfaction. The review report is attached in Annex 3.  

Payroll 

As noted above, the Payroll service was reviewed in 1998. Following the review an action plan was 
created and updated, setting targets for continuous service improvement. A statement of progress 
compared with the action plan at February 2000 and a revised action plan are attached in Annex 4. 

4. Future Action 

The Finance Department is committed to the principles of best value and continues to seek service 
improvement. The action plans contained within the service reviews will be monitored and progress 
will be reported to Committee. 

A further 3 service reviews are scheduled for 2000: Internal Audit, Purchasing, and Risk 
Management and Insurance. Preparations are undenvay for the completion of these reviews and 
progress will be reported to Committee in due course. 

5.  Recommendation 

It is recommended that: 

The Committee notes the conclusions of the service reviews carried out in 1999 and the Finance 
Department’s commitment towards implementation of best value and continuous improvement in its 
services. 

Director of Finance 
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ANNEX 1 

BEST VALUE REGIME - FINANCE DEPARTMENT 

Second Tranche: Cash Collection Service Review (Feb, 20001 

1. Introduction 

1.1 Best Value Review Process 

North Lanarkshire Council views the Best Value Regime as an opportunity to improve the 
quality of its services. The Finance Department of the Council endeavours to improve its 
services by applying the key principles of Best Value. This is evident from the Department’s 
service reviews, which have to date, been structured around the “4 C’s” of Challenge, 
Comparison, Consultation and Competition. 

1.2 Scope of Best Value Review 

This report provides a summary of the Cash Collection Service Review undertaken in the 
second tranche of the Council’s Best Value Rota. The Cash Collection function was 
recommended for inclusion in this tranche because, like Payroll and Creditors, the function is 
largely transaction-based, and is therefore, well suited to metrics benchmarking. The 
Department anticipated that this would be a starting point for more detailed comparisons, and 
that when considered alongside consultation, benchmarking would provide a means of assessing 
the performance of the service. 

1.3 Structure of Report 

The remaining sections of this report provide details of the service review methodology and 
results. Based on this, recommendations for future action and areas for improvement are also 
highlighted. 

2. Obiectives of the Cash Collection Service 

North Lanarkshire Council Cash Collection Service consists of 12 local area offices plus a 
headquarters section. In addition to processing payments for rent, council tax etc, the area 
offices are responsible for customer enquiries regarding balances, benefits etc. Staff in the 
headquarters section process Direct Debit tapes, and reconcile all income received. 

The objective of the Cash Collection Service is to provide an efficient and high quality service 
to members of the public and user Departments. This objective includes the following 
obligations: - 

+ Treat all members of the public fairly, without discrimination 
+ Deal with all requests, enquiries and concerns promptly and courteously 
+ Provide general advice on payment methods and assistance available to the public 
+ Maintain confidentiality of information supplied by members of the public 
+ Endeavour to maintain waiting times at public counters to less than 10 minutes 

The budgeted cost of the Cash Collection Service for 1999/2000 is &998,600. 
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3. Service Review Methodology 

3.1 Selection of Service Review Method 

The preferred method of review for the Cash Collection service was benchmarking. As well as 
providing a cost and quality comparison with other local authorities, benchmarking also 
highlights any areas or issues that the Council needs to address in order to improve the service. 

An alternative to benchmarking is market testing. The Finance Department did not choose 
market testing at this time because only part of the Cash Collection function has comparable 
private sector suppliers. Since only the “on-site collection of payment” aspect of the Council’s 
service has a market competitor, it is inappropriate at this time to consider market testing this 
service. 

Factors such as ensuring Year 2000 compliance of systems and the transfer of functions fiom 
the Housing Department contributed to changes in the operation of the Cash Collection 
function, and this resulted in the function being unable to undertake a full market testing 
exercise. Since market testing also raises corporate issues for the authority, it is essential to 
ensure that the long-term needs of the authority are satisfied prior to any Department 
undertaking market testing of any nature. 

The Department plans to utilise techniques such as EFQM. The model is scheduled to be 
introduced in the third tranche in order to assist with the qualitative assessment of the Internal 
Audit function. 

3.2 Participation in Scottish Benchmarking Club 

For the service reviews undertaken to date, the Finance Department’s preferred option has been 
to participate in the Scottish Benchmarking Clubs for an initial review of its services. However, 
there is no Benchmarking Club available for the Cash Collection function. This is primarily 
because local authorities have a tendency to structure their Cash Collection functions 
differently, with some authorities operating for example, a Municipal Bank, and others having 
links with Housing offices. Such differences in structures mean that it is very difficult to obtain 
the standard service that is necessary for collecting data in a consistent manner, and for making 
meaningful comparisons. 

Given the lack of a benchmarking club and the fact that the Council wishes to benchmark this 
function, the Department contacted East Dunbartonshire Council to discuss the possibility of 
entering into a benchmarking partnership. East Dunbartonshire Council, although much smaller 
in size, is the only other authority in the United Kingdom that operates a Municipal Bank 
network and structures its Cash Collection function in a comparable manner. It is therefore an 
excellent benchmarking partner since cost and quality comparisons with this Council will 
provide sufficient information to allow us to assess the performance of the Cash Collection 
function. 

East Dunbartonshire Council agreed to be our benchmarking partner for this function, and 
Appendix A illustrates the action taken to complete this exercise. 

3.3 Private Sector Comparisons 

Section 3.1 of this report indicates that only part of the Council’s Cash Collection service is 
capable of being compared with the private sector. However, the Department wishes to 
compare the performance of its service with a variety of organisations, and therefore undertook 
comparisons with both the Post Office and Paypoint. 
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The Council presently has a contract with the Post Office whereby specified Post Offices 
throughout the North Lanarkshire area are able to receive payments for rent, council tax etc 
from members of the Public. This contract provides the Council with details of a private sector 
charge for the “on-site collection of payment” aspect of the Council’s Cash Collection service, 
and therefore allows the Council to make an initial cost comparison. 

Cost comparison: 

NLC Avg per Transaction 
Post Off ice 
Pay Point 
East Dunbartonshire Council 

The Department extended this cost comparison to Paypoint, an alternative private sector 
provider. Paypoint is similar to the Post Office in that they operate cash machines in local 
stores and outlets and also charge a fixed rate per transaction processed. They therefore provide 
a service that allows members of the Public to pay council tax etc, at various locations and 
various times. 

Overall Average ex 
Average: Municipal 
(pence) Bank: 

(pence) 
0.4704 0.4180 
0.4750 
0.3600 
0.5690 ** 

Whilst the cost comparisons with the private sector were limited in scope, the information 
obtained from this exercise prompted the Department to review the operation of the current cash 
collection outlets. The Department reviewed its contract with the Post Office, negotiated a new 
contract with Paypoint, and began a review of the cost effectiveness of the Department’s area 
offices. It is anticipated that these actions will generate significant savings for the Council. 

Overall, the costs demonstrated that North Lanarkshire is competitive with both the private 
sector and its benchmarking partner, listed as follows:- 

Further details incorporating a cost comparison per office, along with details of the area office 
review are illustrated in Appendix B. Subsequent issues are highlighted in the section’s Action 
Plan illustrated in Appendix D. 

3.4 Consultation Exercises 

In order to ensure that the Cash Collection service currently provided is effective, the 
Department embarked upon an extensive consultation process. 

The Department, in conjunction with CAS (CIPFA Advisory Service) and Strathclyde 
University, organised an exit survey at 3 of the largest Cash Collection area offices. This 
survey addressed issues such as Quality of Service and Documentation, Attitude of staff, 
Payment methods, opening times and location of area offices. The main objectives of the 
survey were to identify the public levels of satisfaction with the area offices selected. Of the 
sample surveyed, the public levels of satisfaction were very high, with the service receiving on 
average a satisfaction rating of 4.6 (highest score for survey was 5 ) .  Details of the initial exit 
survey and its results are illustrated in Appendix C. 

The Department has recently developed additional questionnaires to address the areas excluded 
from the initial exit survey. A postal questionnaire aimed at obtaining the views of customers 
who do not use the area offices is scheduled for later this year, as is a questionnaire to cover the 
remaining area offices. This has been incorporated into the section Action Plan illustrated as 
Appendix D. 
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Employees are vital to the Best Value process and in order to aid communications and the 
service review process, the Department issued an employee survey to all Finance employees. 
This survey concentrated on issues including leadership, training, satisfaction, communication 
and customers. Employees were asked to provide views on each area and to also identify any 
areas in which service improvements could be achieved. The Department prepared a summary 
on each area along with a graphical analysis of the results issued to all employees in February, 
2000. 

A follow up survey has been designed, incorporating feedback from the previous questionnaire 
and is due to be issued in late February, 2000. Questions relating to Best Value have been 
introduced in order to promote awareness with all employees. 

3.5 Preparation for Potential Competition 

Whilst the Department has not yet entered into any formal market testing or tendering exercises, 
this may become an option at a later stage in the review process. The Department therefore 
intends to review the charging mechanisms of the Cash Collection function for the financial 
year 2000/200 1 , and this is reflected in the Action Plan illustrated as Appendix D. 

4. Service Review Findings 

4.1 Private Sector Comparisons 

Although the Post Office and Pay Point provide a service which is not wholly comparable to the 
Council, the Department used its total costs to calculate a cost per transaction processed. Whilst 
this information was insufficient to allow for meaningful performance comparisons to be made, 
it provided guidance and prompted the Department into negotiating new contracts, and 
reviewing the cost effectiveness of its area offices. This action resulted in a decision to close 2 
area offices, thereby providing significant savings for the Council. 

The average transaction costs per office compare favourably, being 1 % less than the Post Office 
and 21% less than East Dunbartonshire Council. In relation to Pay Point, whilst their costs were 
23% lower than NLC, set up costs would need to be accounted for and the fact that Pay Point do 
not offer volume discounts from economies of scale. 

Transaction costs excluding Municipal Bank transactions (which account for a marginal 
proportion of the total business) compared more favourably, being 12% less than the Post Office 
and 16% greater than Pay Point. East Dunbartonshire were at this stage unable to provide 
separate costs. 

It should be noted that despite their costs being lower than NLC, Pay Point are not strictly 
competitive and could not wholly replace the cash collection service for example, many of the 
offices are located within Housing offices and therefore optimise the use of Council offices. In 
addition, these offices are used as an information source to other Council services (using a ‘one 
stop shop’ approach). Pay Point is also limited in that no enquiries can be dealt with and 
therefore have to be referred to the area offices. In addition without the production of a swipe 
card transactions may not be processed. Details of this are illustrated in Appendices B and D. 

4.2 Consultation Exercises 

The results of the exit survey undertaken at 3 of the area offices illustrate that members of the 
public are very satisfied with the cash collection services provided. However, since this survey 
only relates to a sample of the possible customer base, the Department plans to extend its 
consultation to include both the other area offices, and those customers who do not use area 
offices. 
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5. Conclusions 

The Cash Collection Best Value Service Review illustrates that customers are very satisfied 
with the services received. An initial comparison with the private sector has proved to be 
inconclusive, but has nevertheless demonstrated that the Department is competitive. Based on 
this initial service review, the Department identified areas for improvement, and these are 
included in the Cash Collection Service Action Plan, illustrated as Appendix D. 
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APPENDIX A 

Benchmarking Partnership with East Dunbartonshire 
Council 

Objectives 

Both authorities agreed that the objective of this benchmarking partnership was to identify the 
cash collection activities comparable with the Post Office and Paypoint, and also those 
undertaken as a result of the specific structure of the authorities. 

Scope of Review 

The cash collection function comprises various activities, some of which are not comparable 
with the private sector. In order to be able to assess the Department’s performance in this area, 
both Councils agreed to divide the function into the following main activities: - 

+ Processing of Counter transactions 
+ Municipal Bank related transactions 
+ Processing of Non-cash payments 
+ Reconciliation and Control of all income types 

Methodology 

Since neither Council operates separate cost centres for the different cash collection functions, it 
was necessary to agree a methodology that allows the figures obtained to be on a “like for like” 
basis. Both Councils therefore agreed to adopt the following methodology when identifying 
and costing the components of the cash collection service: - 

+ 
+ 
+ 
+ 

+ 
+ 
+ 
+ 
+ 
+ 

Identify and list all tasks undertaken by cash collection staff 
Classify tasks as either Counter transactions, Bank transactions, Non-cash payments or 
Controls and Reconciliation 
Using the task list, identify the amount andor percentage of time allocated to Controls and 
Reconciliation, and Non-cash payments. 
Determine the costs of the Controls and Reconciliation, and Non-cash payment activities in 
one of 2 ways: - 
+ Obtain the chargeable hourly rate for Cash collection and apply this to the hours 

allocated to the relevant activities 
+ Apply the percentage of time allocated to these activities to the total budgeted costs of 

the cash collection function 
Quantify the actual number and types of transactions performed during the agreed time, for 
example, the financial year 1999/2000 
Using an average time per type of transaction, the total number of transactions were 
weighted to ensure costs were apportioned directly 
Using the numbers of transactions for the period, calculate the percentages attributable to 
both Counter and Bank transactions 
Apply the calculated percentages to each cash office, thereby identifying the costs per 
transaction for each area office 
Calculate an average cost per weighted transaction 
Compare average costs with those charged by the Post Office and Paypoint. 

Target for Completion 

The proposed timescale for completing this analysis was 3 1st December 1999. 
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APPENDIX B 

Viewpar k 
Woodside Street 

Review Of The Cost Effectiveness Of The Cash Collection 
Operation 

0.5411 0.4183 
0.6316 0.6316 

Introduction 

Whiff let 
Moodiesburn 
Cumbernau Id 

An initial cost comparison exercise was undertaken with the Post Office and Pay Point. The 
Department also reviewed the operation and cost effectiveness of the Cash Collection area 
offices. This concentrated on staff costs only and was undertaken by the Council’s Management 
Services officers. 

0.7150 0.7150 
0.5031 0.4036 
0.4513 0.3998 

A further review of all offices was undertaken and completed in January, 2000. This examined 
both staff costs and total costs and enabled a full comparison for benchmarking purposes. 

NLC Avg per Transaction 
Post Off ice 
Pay Point 
East Dunbartonshire Council 

Calculation of Cost per transaction processed 

0.4704 0.4180 
0.4750 
0.3600 
0.5690 

The highest category of cost identified were employee costs, representing 71% of the total costs. 
There was a correlation between volume of transactions per office and staffing levels. A 
distinction was made between Counter type transactions and the Municipal Bank to assist direct 
comparisons with the private sector. 

The transaction costs per office are listed as follows: - 
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APPENDIX B 

Analysis of Calculations 

The highest transaction cost type related to Municipal Bank transactions with an average of 
21.012 1 per transaction however the volume of transactions is relatively low in total. 

The offices with the highest transaction costs were Airdrie South, Woodside Street and 
Whifflet. This reaffirmed the recommended closure of both the Woodside Street and Whifflet 
offices in the previous report. 

The average transaction costs per office compare favourably being 1% less than the Post Office 
and 2 1% less than East Dunbartonshire Council. In relation to Pay Point, whilst their costs were 
23% lower than NLC, set up costs would need to be accounted for and the fact that Pay Point do 
not offer volume discounts from economies of scale. In addition, Pay Point are not strictly 
competitive and could not wholly replace the cash collection service for example, many of the 
offices are located within Housing offices and therefore optimise the use of Council offices. 
Also, it must be noted that these offices are used as an information source to other Council 
services (using a ‘one stop shop’ approach). Pay Point is also limited in that no enquiries can be 
dealt with and must be referred to Area Offices. In addition any transactions can only be 
conducted on the production of a swipe card. 

Recommendations 

A report was submitted to the Finance Committee on 21” October 1999 recommending the 
rationalisation of area offices which was duly accepted by the Committee. This involved the 
closure of two area offices, implementing a new staffing structure, and standardising the 
opening and working hours of all offices. It was anticipated that this action could generate 
savings of approximately 253,000 for the Council. It was also anticipated that this 
rationalisation would allow the Department to achieve more favourable costs per transaction 
processed in the remaining area offices, with figures ranging from approximately 28 .45~  in 
Airdrie North to 54.1 l p  in Viewpark. 

Investigations are in place to expand the customer base and to extend the facilities currently 
provided to existing and potential customers. 

Further consultation is undenvay with both employees of the service and users of the service to 
ensure continuous improvements are secured. Scheduled dates are included in the department’s 
Action Plan, illustrated in Appendix D. 
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APPENDIX C 

ALL 

Results Of Exit Survey On Cash Collection Service 

BELLSHILL COATBRIDGE MOTHER WELL 

This survey was undertaken by Strathclyde University on behalf of North Lanarkshire 
Council. The objectives of the survey, the sample base and the results of the survey 
are illustrated below. 

Waiting Time 
Efficiency of Service 
Staff Appearance 
Friendliness I 
Appearance 
Knowledge of Staff 
Tidiness I 
Cleanliness 

payment area 

availability 

Layout & design of 

Opening times I 

Payments - Rating: of Service 

4.6 4.7 4.8 4.3 
4.8 4.7 4.9 4.7 
4.7 4.7 4.9 4.7 
4.7 4.7 4.8 4.7 

4.6 4.6 4.4 4.7 
4.6 4.7 4.2 4.7 

4.4 4.4 4.3 4.5 

4.6 4.6 4.8 4.5 

Waiting Time 
Efficiency of Service 

4.3 4.3 4.3 4.2 
4.6 4.5 4.5 4.7 

5 = Very Good 1 = Very Poor Base = 154 

Enquiries - Rating: of Service 

I I BELLSHILL COATBRIDGE MOTHER WELL I ALL 

5 = Very Good 1 = Very Poor Base = 92 
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APPENDIX C 

Obi ec tives of Survey 

o Examine satisfaction with the location of cash collection and enquiry sites 
Measure satisfaction with cash collection and the service provided at the payment desk 

P Measure satisfaction with the service provided at the enquiry desk 

Payment - Sample 

Total 

Bellshill 
Coatbridge 
Motherwell 

16-44 
45-64 
64+ 

Female 
Bank Account 
Owner - Occupier 

Enquiry Sample 

Total 

Bellshill 
Coatbridge 
Motherwell 

16-44 
45-65 
64+ 

Female 
Bank Account 
Owner - Occupier 

154 

36% 
32% 
32% 

21% 
3 1% 
48% 

64% 
5 7% 
3 6% 

92 

33% 
34% 
33% 

28% 
3 6% 
36% 

63 Yo 
3 9% 
20% 
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APPENDIX C 

Normal Method of Payment 

(Base=246) 

P In Council Offices 88% 
P In a Post Office 8 'KO 
P DD / Standing Order 4% 

(Base=l54) 

98% pay the same amount on a regular basis (of these: 83% monthly; 12% weekly; 5% 
fortnightly) 

Length of Time Had to Wait 

0 Payment (base = 154) 

- Served Right Away 45% 
- Up to 5 minutes 46% 
- 6-10 minutes 8 Yo 
- Over 10 minutes 1 ?40 

c1 Enquiry (base = 92) 

- Served Right Away 20% 

- 6-10 minutes 11% 
- Over 10 minutes 10% 

- Up to 5 minutes 59% 
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APPENDIX C 

Comparisons with Customers’ Previous Visits 

0 Payments (base=154) 

- Better (quicker service) 24% 
- About the same 72% 
- Worse 1% 

Enquiries (base=92) 

- Better (quicker service) 8% 
- About the same 67% 
- Worse 1% 
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APPENDIX D 
Cash Collection: Action Plan 

Payment 
Methods 

Charging 

indicators 

Consultation 
with users 

Consultation 
With 
employees 

I 

Customer 

Objective 

To increase the number of 
customers who pay by Direct 
Debit. 

To expand the customer base 

Extend facilities to the customer 

To improve the charging 
mechanisms of the service 

To reduce transaction costs 

To produce standards and targets 
for scrutiny by the public, as a 
guide to the performance of the 
section 
To raise awareness of the views 
and needs of Customers 

To ensure that employees views 
and suggestions are available for 
future planning of the service 

To provide Customers with 
documentation stating the level 
and quality of service available 

Action 

Issue Direct Debit leaflets with 
Council tax documentation; 
Encourage payment by direct 
debit by following up March 
1998 Prize Draw 
Creation of ‘one-stop shop’ in 
Cumbernauld town centre 
Examine potential to expand 
services provided by M/I3ank 
Assess practicality of offering 
Pay Point collection service in 
North Lanarkshire 
Introduce new Municipal Bank 
module 
Identify and calculate additional 
charging mechanisms e.g. cost 
per transaction processed 
To introduce Pay Point 
collection facilities 
Identify initial standards and 
report to committee e.g. waiting 
times in offices 

Results/feedback from the 
departmental survey; issued to 
all departments 
Revised questionnaire designed 
submitted to all departments for 
completion end March. 
Review/analysis of results. 
Further consultation via exit 
interviews 
Further postal survey 
Summary responses/feedback 
issued to managers 
Results submitted to employees 
Development of annual 
employee questionnaire to 
include questions regarding the 
methods of working within each 
section etc. 
Issue of questionnaires for 
completion end February. 
Review/analysis of results. 
Discussions with employees 
regarding issues raised. 
Reviewhpdate service charter 

Completion or Target 
Date 
March 1999 
(and annually) 
April 2000 

A.S.A.P. 

May 2000 

December 2000 

March 2000 

March 2000 

January 2000 

January 2000 

February 2000 

February 2000 

May 2000 
September 2000 

Seatember 2000 
December 1999 

February 2000 
January 2000 

February 2000 

June 2000 
Ongoing 

October 2000 

15 



APPENDIX D 

Item Objective 

Cash Collection: Action Plan 

Action 

Benchmarking 

Other items 

of Cash Collection offices 
Further discussions with East 
Dunbartonshire Council 
Further comparison of cost per 
transaction processed by cash 
offices with Post Office and Pay 
Point 
Comparison of Municipal Bank 
costs with high street banks 

To determine the performance of 
the Cash Collection function 

Misc improvements Complete rolling programme for 
security and Health & Safety 
upgrades to Cash Collection 
offices 
Rationalisation of opening 
hours, discontinue late opening 

Completion or Target 
Date- 
March 200 1 

February 2000 

April 2000 

February 2000 

June 2000 

June 2000 
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ANNEX 2 

BEST VALUE REGIME - FINANCE DEPARTMENT 

Second Tranche: Creditors Service Review (Feb, 2000) 

1. Introduction 

1.1 Best Value Review Process 

North Lanarkshire Council views the Best Value Regime as an opportunity to improve the 
quality of its services. The Finance Department of the Council endeavours to improve its 
services by applying the key principles of Best Value. This is evident from the Department’s 
service reviews, which have to date, been structured around the “4 C’s” of Challenge, 
Comparison, Consultation and Competition. 

1.2 Scope of Best Value Review 

This report provides a summary of the Creditors Service Review undertaken in the second 
tranche of the Council’s Best Value Rota. The Creditors function was recommended for 
inclusion in this tranche for a number of reasons. However, the function was primarily 
proposed because it has a number of indicators that are recognised and accepted as performance 
measures, and therefore, this is an excellent service to benchmark. 

1.3 Structure of Report 

The remaining sections of this report provide details of the service review methodology and 
results. Based on this, recommendations for future action and areas for improvement are also 
highlighted. 

2. Obiectives of the Creditors Service 

North Lanarkshire Council Creditors Service is responsible for the payment of approximately 
450,000 invoices per annum. In addition to paying suppliers for goods and services received, 
the Creditors Service is also responsible for the issue of payments for Housing Benefits, 
Education Bursaries, Council Tax rebates etc. 

The objective of the Creditors Service is to provide an efficient and high quality service to both 
suppliers and user Departments. This objective includes the following obligations: - 
+ To process invoices within 5 working days of their receipt in the Creditors section. 
+ To maximise the number of payments processed within the Council’s agreed payment terms 
+ To answer queries from Departments and suppliers promptly and efficiently, and in a 

courteous manner 
+ To comply with the requirements of Construction Industry Tax and other relevant 

legislation 
+ To provide a Creditors service that satisfies both Audit and Data Protection requirements. 

The budgeted cost of the Creditors Service for 1999/2000 is &406,000. 

3. Service Review Methodology 

3.1 Selection of Service Review Method 

The preferred method of review for the Creditors service was benchmarking. As well as 
providing a cost and quality comparison with other local authorities, benchmarking also 
highlights any areas or issues that the Council needs to address in order to improve the service. 
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An alternative to benchmarking is market testing. The Finance Department did not choose 
market testing at this time primarily because there is no ready-made market for outsourcing the 
Creditors function. Also, market testing was considered inappropriate at this time because the 
Council was due to issue a tender for an integrated financial management system. Tendering for 
an integrated financial system will result in changes in procedures and data, and will also 
require altering staff duties to allow the creditors service to be specified and evaluated. 
Therefore, given this scenario, market testing was deemed inappropriate at this time. 

Market testing also raises corporate issues for the authority, and therefore it is essential to 
ensure that the long-term needs of the authority are satisfied prior to any Department 
undertaking market testing of any nature. 

The Department plans to utilise techniques such as EFQM. The model is scheduled to be 
introduced in the third tranche to assist with the qualitative assessment of the Internal Audit 
function. 

3.2 Participation in Scottish Benchmarking Club 

The Creditors Benchmarking exercise received independent scrutiny, having been undertaken 
by IPF Ltd, the commercial arm of the Chartered Institute of Public Finance and Accountancy. 
All calculations and statistics were therefore independently generated using the information 
supplied by participating authorities. 

IPF has a proven track record in benchmarking, having gained excellent experience of similar 
benchmarking exercises through both the Scottish and National Benchmarking Clubs. 

Appendix A illustrates the authorities that are members of the Scottish Benchmarking Club for 
Creditors. This appendix highlights that there is a wide range of authorities participating, from 
smaller, rural authorities to larger, urban authorities. 

Authorities participating in Scottish Benchmarking clubs were required to complete a standard 
questionnaire. This questionnaire requested information on the costs of the service, the 
resources available to provide the service, and the number of invoices and payments processed. 
The questionnaire did not focus solely on costs however and the results enabled the Department 
to assess the quality of service currently provided. 

Based on definitions supplied by IPF Ltd, the questionnaire identified core Creditors functions. 
Upon receiving all authorities’ data, IPF prepared a report comparing all authorities costs and 
statistics with the Scottish average. The headline indicator for the Creditors service is the cost 
per invoice processed, but additional details based on the statistics supplied are also illustrated 
graphically. Having participated in the Creditors benchmarking exercise, North Lanarkshire 
Council obtained comparisons with the Scottish average for a variety of indicators, the details of 
which are illustrated in Appendix B. 

3.3 Inter-authority Working Group 

In addition to the IPF benchmarking exercise, the Creditors Service has also participated in an 
Inter Authority Working Group (or “family” group), with a view to carrying out detailed 
benchmarking of processes. The group consists of 5 authorities having similar populations and 
characteristics, details of which are supplied in Appendix A. 

Using the information from the IPF survey as their basis, this group intends to compare their 
detailed processes. It is anticipated that this will highlight areas for improvement and will 
therefore add value to the Best Value Service Review process. 
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Following on from the creation of this working group, North Lanarkshire Council and Fife 
Council agreed to form a benchmarking partnership and to undertake more detailed cost and 
quality comparisons. This exercise was concluded and demonstrated that North Lanarkshire 
Council compared favourably with Fife Council in terms of both costs and efficiency. 

3.4 Private Sector Comparisons 

In order to compare the service with a variety of organisations, the Creditors Service also 
wishes to benchmark with a private sector organisation. The Department is currently liasing 
with Scottish Power concerning this, and anticipated being able to undertake an initial 
benchmark on costs and processes by the end of the financial year. Difficulties have been 
encountered since Scottish Power have not been forthcoming to date. North Lanarkshire 
Council will continue to pursue this option. This has been incorporated into the section’s Action 
Plan, illustrated as Appendix C. 

3.5 Consultation Exercises 

In order to ensure that the Creditors service currently provided is effective, the Department 
embarked upon a consultation process, issuing surveys to both users and employees. 

The Department issued a user survey to each of the Council’s service Departments, asking them 
to provide comments on their awareness of the services available and their levels of satisfaction 
thereon. Upon receiving the completed responses, the surveys were analysed, a feedback 
document was produced and the Creditors section created a Creditors Forum to allow more 
detailed discussions of issues identified. Feedback from this Forum indicates that it has been 
well received. 

The Department has yet to obtain supplier views of its performance. This issue is complicated 
by the fact that supplier views will relate to the performance of the Council as a whole, and 
hence will not assist the Department to assess the performance of the Creditors section. 
However, it is appreciated that these views are essential, and therefore the Department intends 
to address this in its discussions with Scottish Power. 

Employees are vital to the Best Value process and in order to aid both communications and the 
service review process, the Department issued an employee survey to all Finance employees. 
This survey concentrated on issues including leadership, training, satisfaction, communication 
and customers. Employees were asked to provide views on each area and to also identify any 
areas in which service improvements could be achieved. The Department prepared a summary 
on each area along with a graphical analysis of the results issued to all employees in February, 
2000. 

A follow up survey has been designed, incorporating feedback from the previous questionnaire 
and is due to be issued in late February, 2000. Questions relating to Best Value have been 
introduced in order to promote awareness with all employees. 

3.6 Preparation for Potential Competition 

Whilst the Department has not yet entered into any formal market testing or tendering exercises, 
this may become an option at a later stage in the review process. The Department has therefore 
been reviewing the charging mechanisms of the Creditors function in order to more accurately 
reflect the likely tariffs of charges utilised by the private sector. To date, the Department has 
moved from a single charge per invoice processed to a set of charges encompassing the various 
Creditors hnction activities. It is anticipated that charges will continue to be reviewed and 
enhanced, and this is reflected in the Action Plan illustrated as Appendix C. 
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4. Service Review Findings 

Core cost per invoice 
I T  Costs 
Other Direct Costs 
Other overheads 
Cost per FTE 
Invoices processed per FTE 

4.1 Scottish Benchmarking Club Results 

€0.99 €1.12 
€0.19 €0.21 
€0.12 €0.19 
€0.17 €0.24 
€0.51 €0.48 
29,000 29,000 

The IPF report illustrates that North Lanarkshire Council’s performance is satisfactory, having a 
cost per invoice processed slightly above the Scottish average. However, upon reviewing the 
secondary indicators, the Department has identified areas requiring further investigation. The 
results indicated that some costs were high, for example, other overhead costs. These are 
summarised as follows:- 

I DescriDition : I Scoftish Averaae: I NLC Creditors service: I 

Thus a need to review the methods of charging for these services is essential. The Department 
has prepared an Action Plan in order to progress service improvements. This is illustrated as 
Appendix C and incorporates the issues identified from consultation exercises and the IPF 
benchmarking club. 

4.2 Accounts Commission Review 

Although the cost per invoice processed in the Scottish Benchmarking Club exercise is slightly 
above the group average, the results of an exercise previously undertaken by the Accounts 
Commission illustrate that the performance of the creditors section is satisfactory. 

In order to assist auditors in the analysis and benchmarking of their performance, the Accounts 
Commission compiled a statistical profile known as “Compare”. The results of this were 
supplied to local authorities and, on examining the data collected concerning the number of staff 
per 1,000 invoices processed, North Lanarkshire Council is the third lowest of its family group, 
and the seventh lowest of all 32 unitary authorities. 

5. Conclusions 

The Creditors Best Value Service Review illustrates that users are primarily satisfied with the 
services received, and also that the Creditors function is competitive on both a cost and quality 
level. Nevertheless, areas for improvement have been identified, and these have been included 
in the Creditors Service Action Plan, illustrated as Appendix C. 
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APPENDIX A 

Members Of Scottish Benchmarking Club: Creditors 
Service 

The members of the Creditors Scottish Benchmarking Club are: - 

Aberdeenshire 
Dumfries 
East Renfrewshire 
Falkirk 
Moray 
Perth & Kinross 
Shetland Islands 
South Lanarkshire 
West Dunbartonshire 

Angus 
East Dunbartonshire 
Edinburgh 
Fife 
North Lanarkshire 
Scottish Borders 
South Ayrshire 
Stirling 
West Lothian 

Members Of Inter-Authority Creditors Working Group 

The members of the Inter-authority working group for the Creditors service are: 

+ Dumfries and Galloway Council + Fife Council 
+ North Lanarkshire Council + South Lanarkshire Council 

+ West Dunbartonshire Council 
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APPENDIX B 

Types of Input 

Scottish Benchmarking Club - Creditors Service 

+ Input Centrally 
+ Input Locally 

Comparisons Between North Lanarkshire Council And 

Others 

Scottish Average 

+ Incorrect payee/amount (%) 

+ Paid on time (%) 
+ Runs per week 
+ Invoices per payment 

The indicators examined in the IPF benchmarking exercise, and the subsequent results 
are illustrated in the chart below. This chart contains the benchmarking results of North 
Lanarkshire Council’s Creditors section and, for comparison purposes, the 
benchmarking group average is also illustrated. 

I 

I I I 1 

The report also provided information relating to types of payments, types of input and levels of 
accuracy obtained. The table below lists the other information available from the IPF exercise. 

I Information category I Comparative Indicator 

+ Crossed Cheque 
+ BACS 
+ Opencheque 
+ Manual Cheque 

1 Levels of Accuracy I + Duplicate Payments (%) I 
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APPENDIX C 

Creditors Service Act ion Plan 

Item 

Payment Methods 

Systems 
development 

Charging 

Performance 
indicators 

Consultation with 
users 

Consultation with 
employees 

Service Level 
agreements 

Benchmarking 

Departmental 
Performance 
Reviews 

Objective 

To increase the number of 
suppliers paid by BACS 

To improve the turnover of 
purchasing transactions 
To improve the quality of the 
Creditors system 

To continue to improve the 
charging mechanisms of the 
Creditors service 

To produce standards and targets 
for scrutiny by the public, as a 
guide to the performance of the 
section 
To raise awareness of the views 
and needs of the Service 
Departments 

To ensure that employees views 
and suggestions are available for 
future planning of the service 

To provide Departments with 
documentation stating the 
quantity and quality of service 
provided 
To determine the performance of 
the Creditors function 

To monitor client Department’s 
performance over a range of 
measures 

Action 

BACS payments rose fiom 3 1 % to 
49%. 
Target increase 50 - 60% 
Payments to landlords in respect of 
Housing Benefit Payments being 
considered for BACS - purchase of 
new Housing Benefit cheque 
stationery 
Introduction of Purchase Cards 

Implement the Creditors module as 
part of the implementation of a new 
integrated Financial System 
Identify non-standard processing 
costs, e.g. electronic feeders 
Introduce additional charges for 
returned cheaues 
Review of standards and targets to 
be reported to Committee and 
internal management 

Resultdfeedback fiom the 
departmental survey; issued to all 
departments. 
Revised questionnaire designed 
submitted to all departments for 
completion end of March. 
Review/analysis of results. 
Summary responses/feedback 
issued to managers 
Results submitted to employees 
Development of annual employee 
questionnaire to include questions 
regarding the methods of working 
within each section etc. 
Issue of questionnaires for 
completion end of February. 
Review/analysis of results, 
Discussions with employees 
regarding issues raised. 
Update costs annually and verify 
departments are satisfied with 
service provision; incorporate any 
amendments as necessary. 
Compare costs and processes with 
Scottish Power if unsuccessful 
identify an alternative private sector 
provider. 
Produce detailed quarterly reports 
Provide summary information to 
Department management 
Arrange follow up meetings to 
discuss progress in improving 
performance. 

Completion or 
Target Date 
1999/2000 

March 2000 

Under review 

August 2000 
March 2000 

April 200 1 

March 2000 

April 2000 

Sept 2000 

February 2000 

February 2000 

May 2000 
December 1999 

February 2000 
January 2000 

February 2000 

June 2000 
Ongoing 

May/June 2000 

March 2000 

Ongoing 
Ongoing 

Ongoing 
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ANNEX 3 

BEST VALUE REGIME - FINANCE DEPARTMENT 

SECOND TRANCHE 

I.T. SERVICES - APPLICATIONS DEVELOPMENT AND SUPPORT 

REVIEW REPORT 

February 2000 
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1 INTRODUCTION 

1.1 Best Value Service Review Process 

The Best Value Review of 1.T. Services Applications Development and Support has been 
carried out as part of the North Lanarkshire Council review regime. The review forms part of 
the second year tranche for the Finance Department. 

1.2 Scope of Review 

Applications Development and Support is the major part of the Business Systems Division of 
I.T. Services. A high-level organisation chart of I.T. Services is provided as Appendix A. 

The establishment of Applications Development and Support is 5 1 with a staff budget of 
&1.63million for the financial year 1999/2000. 

The function of Applications Development and Support is: 

“Responsible for Corporate and Departmental application software. Applications can be 
developed in-house by I.T. Services staff or purchased as a package fiom external 
suppliers. In either event investigation, implementation and maintenance will be provided 
by this section.” 

The section is organised into project teams with the teams aligned to the Departments of the 
Authority 

This service was selected for Best Value Review as it is the largest section of I.T. Services 
with approximately 50% of the staff budget. It had also been decided prior to the review being 
agreed that a benchmarking exercise would be embarked upon with the Gartner Group (see 
sections 2.5 and 3.3 below). 

1.3 Evidence Template 

Throughout this review there will be reference to the Evidence Template. 

The Evidence Template is a list of all the documentation to support our findings and is found 
in Appendix D. 
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2. METHODOLOGY 

2.1 

2.2 

Review Team 

A review team was set up to consider the Applications Development and Support function. 
The team consisted of 

Bob Baxter - Business Systems Manager 
Phil Begley - Business Group Manager 
Colin Melville - Project Manager 
Ronnie McBride - Production Services Manager 
Alex Mitchell- Client Services Manager 
Les Moore - Finance Technical Manager 

The following sub-group was set up to produce the Performance Management and Planning 
submission: 

Bob Baxter - Business Systems Manager 
Phil Begley - Business Group Manager 
Colin Melville - Project Manager 

European Foundation for Quality Management (E.F.Q.M.) 

This technique was considered but not used on this occasion as it was felt that the time 
involved in training and the learning curve would be too great to meet the timescales. As Best 
Value is a continuous improvement regime, the use of EFQM will be considered as a future 
requirement. 

2.3 Customer Surveys 

Two customer surveys have been camed out over the last year. See Appendix B for details. 

The first survey was carried out by I.T. Services where each customer department was asked 
to “score” the service we deliver by giving a mark between I and 4. 

The other survey was carried out by the Gartner Group, as part of a benchmarking exercise 
which had been commissioned by I.T. Services, where they consulted with 3 key customer 
departments and again asked them to score the service we deliver by giving a mark between 1 
and 5 .  

The 3 customer departments surveyed by the Gartner Group were: 

Finance 
0 Construction Services 
0 Social Work 

2.4 Staff Survey 

A survey of all staff within Applications Development and Support will be conducted. The 
format of the survey is shown in Appendix C. 
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2.5 Benchmarking 

Organisational Spread 

As part of the process of implementing Best Value within I.T. Services an Information 
Technology Overview Analysis (ITOA) was undertaken by GartnerMeasurement, part of the 
Gartner Group. 

Government / Public Sector 56% 57% 
Private Sector 44% 43% 

“GartnerGroup provides clients with a wide range of products and services in the areas of I.T. 
advisory services, measurement, research, decision support, analysis and consulting. Founded 
in 1979 with headquarters in Stamford, Conn., GartnerGroup is at the centre of a global 
community serving Fortune 1000 companies from 80 locations worldwide. GartnerGroup’s 
unique capabilities and resources bring clarity to the direction of the world’s hottest and most 
volatile industry. ” 

“GartnerMeasurement’s dynamic suite of management tools provide clients with continuous 
I.T. improvement solutions that are unique to your organisation. Critical to improving the 
bottom line and increasing business value is the concept that “If you don’t measure it, you 
can’t manage it””. 

The ITOA is a comprehensive review of all aspects of the service provided by applications 
development and support within I.T. Services, covering activities, resource, costs and 
customer views of service. 

The ITOA provides cost and quality benchmarking against the external marketplace. 

This executive summary details the analysis and review process undertaken of North 
Lanarkshire Council I.T. Services and the observations, conclusions and recommendations of 
GartnerMeasurement. Significant research data on the analysis and review process and the fill 
results of the ITOA are available. 

The Gartner definition of a peer group is: 

“Organisations with a comparable business and technical environment and a development or 
support environment of a similar scale.” 

2.6 Performance Management and Planning 

The Accounts Commission “Performance Management & Planning criteria for the best value 
Council” was used as the basis for the review. Ten questions are posed in the above guide 
and each of these was considered in turn. 
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3 SERVICE REVIEW FINDINGS 

3.1 Customer Surveys 

As stated in section 2.3, two customer surveys were carried out over the last year and the 
results of these surveys were favourable. 

3.1.1 I.T. Customer Survey 

I.T. Services carried out a customer survey on all of the services supplied by I.T., however for 
this review only the Business Systems results were included. 

The survey represents the responses of 53 customers spread across all departments. 

The survey achieved an average “score” of 3.08 out of a possible 4 across the authority, 

In hture surveys, where any individual score is below 3 .OO a follow-up meeting will be 
arranged. 

3.1.2 Gartner Customer Survey 

A customer survey of a sample of 3 Departmental users was conducted as part of the Gartner 
benchmarking exercise and again the results were favourable with an average score of 3.84 
out of a possible 5 being achieved. 

The main observations from the survey are: 

0 North Lanarkshire Council has a very high dependence upon I.T. for the day to day 
delivery of council services 

0 Confidence in the ability of the council I.T. department has significantly increased over 
the last 3 years. 

0 Overall the business regard an effective I.T. department as very important. 

0 The organisation recognises improvements in the cost, quality, content and timeliness of 
deliverables. 

3.2 Staff Survey 

A staff survey will be carried out in the near hture and the results will be analysed. 

The format of the Staff Survey can be found in Appendix C. 

3.3 Benchmarking 

The findings of the Gartner benchmarking review are given in paragraphs 3.3.1 to 3.3.4 
below. 
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3.3.1 Applications Development 

Main observations of the Gartner Benchmark 

0 The total applications development costs are 80% of the peer group cost to deliver an 
equivalent workload. 

0 North Lanarkshire have 14.5 development staff compared to the peer group with almost 
18 Full Time Equivalents (FTE). 

Productivity per staff member is 24 % better than peer group. 

0 Minimal use of contract staff contributes to a low cost per FTE. North Lanarkshire costs 
per FTE are 80% of the peer group cost per FTE. 

Council departments regard effective applications development environment as extremely 
important for the achievement of their departmental goals. 

0 Council departments are very satisfied with applications development service. 

3.3.2 Applications Support 

Main Observations of the Gartner Benchmark 

0 The total applications support costs are 53% of the peer group cost to deliver an 
equivalent workload. 

0 North Lanarkshire have 1 8 .8  support staff compared to the peer group average of 33.62 
FTE . 

0 North Lanarkshire costs per FTE are 84% of the peer group cost per FTE. 

0 Council departments are very satisfied with the applications support service. 

0 Departments regard effective applications support as extremely important for the 
achievement of their departmental goals. 

0 Virtually all applications support is provided by the Council I.T. department. 

3.3.3 Major Conclusions of the Gartner Benchmark 

North Lanarkshire Council I.T. department deliver very good value in the areas of 
Applications Development and Support. The customer base is very satisfied with the service 
that is provided at competitive cost. 

The policy of allocating teams of staff to specific council departments is very well received by 
the business management. 

Frequent formal and ad-hoc communication between the I.T. department and business 
management is a major contributor to a very good alignment of I.T. resources and strategies. 

Y2k effort has resulted in significantly increased workload for applications support teams, 
resulting in a backlog of enhancement requests and an impact on development projects. 
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3.3.4 

3.4 

Customer departments view I.T. as essential in the day to day running of their departments 
and have indicated a significant increase in confidence in, and dependence on, I.T. over the 
last 3 years. 

Recommendations of the Gartner Benchmark 

North Lanarkshire I.T. should undertake a review of the whole applications portfolio with a 
view to achieving a significant reduction in the number of systems supported. 

Applications support staff numbers should also be reviewed to ensure that there is capacity to 
respond to application development requirements. 

Performance Management Planning 

As previously stated in section 2.6, the Accounts Commission “Performance Management & 
Planning criteria for the best value Council” posed ten questions and each of these was 
addressed. 

For each question, a number of points have been made which in the view of the review team 
best answers the points raised. In some cases the review has led to a number of actions being 
identified and these will be addressed. 

Q1. We understand the needs, expectations and priorities of all our stakeholders 

In order to understand the needs, expectation and priorities of all our stakeholders, in April 
1996 I.T. Services Applications Development and Support, in conjunction with each of the 
Council departments, drew up an I.T. Strategy document (refer to Evidence Template) for 
each department outlining their current position and a prioritised list of their future 
requirements. This document has been used as a working document and has been updated on 
a regular basis to reflect any change in requirements. 

The prioritised list of requirements was then used to determine the hture workload of I.T. 
Services Applications Development and Support and the progress of each element is regularly 
reported to the departments through progress meetings and the production of the departmental 
monthly report (refer to Evidence Template). 

As each project is initiated the departments are given a detailed project proposal which 
includes any estimated costs and also a detailed project plan which highlights resources 
required and milestone dates - refer to Evidence Template. 

With the introduction of KPI’s, during 1999, for each project this should allow I.T. Services 
Applications Development and Support to monitor each phase of a project as well as 
informing the departments of any changes to costs and timescales - refer to Evidence 
Template. 

In the early part of 2000, as part of the Modernising Government initiative, I.T. Services 
Applications Development and Support will enter into discussions with each of the Council 
departments to draw up a new strategy document that emphasises issues related to 
modernising government. 
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The above points should ensure that we, as I.T. Services Applications Development and 
Support, hlly understand the needs, expectations and priorities of our stakeholders. 

Q2. We have decided on the best ways to meet these needs, expectations and priorities 

Once I.T. Services Applications Development and Support, in conjunction with the 
department, has documented the specific requirements of a project, an evaluation is carried 
out to determine whether any developments are carried out in-house or by a third party. This 
evaluation is carried out at the analysis stage of a project as defined in the in-house Quality 
Manual - refer to Evidence Template. 

When a solution has been identified (by both the department and I.T. Services Applications 
Development and Support) then, by using the in-house Quality Manual, specific 
documentation is then produced and at various stages throughout the project, relevant 
documentation is signed off by both the department and I.T. Services Applications 
Development and Support. 

When looking at a package solution I.T. Services Applications Development and Support 
have a list of guidelines that must be met before any decision is made to purchase a third party 
solution - refer to Evidence Template. These guidelines cover topics such as are there 
packages currently available that will adequately “fit” the requirements, are other authorities 
using third party solutions, will third party solutions be more economic than in-house 
solutions, does the department specifically want a third party solution. 

In-house projects are not initiated unless resources are available and they are continuously 
monitored against agreed time scales. 
Where necessary I.T. Services Applications Development and Support, in consultation with 

the department will utilise Contractors to assist in the project. I.T. Services Applications 
Development and Support have a framework agreement in place, after a tendering process, 
with a number of companies whereby Contractors can be hired at competitive rates. 

By adopting this method of finding solutions I.T. Services Applications Development and 
Support are able to concentrate on providing a more balanced service to the departments and 
thus providing greater value for money. 

To view a report outlining the findings of an evaluation and the recommendations refer to 
Evidence Template. 

Q3. We have detailed plans for achieving our goals 

Planning is carried out at a number of levels within Application Development and Support. 

All departments of the Council produce Service Plans. I.T. Services produces plans as part of 
the Finance department Service Plans. These plans follow the guidelines set down by the 
Chief Executive and are high level plans that are related to the strategic aims of the Council. 
As far as Application Development and Support is concerned the plans cover mainly 
Corporate activities such as the development of a web site, etc. - refer to Evidence Template. 

As mentioned in an earlier section, I.T. Services in conjunction with each of the Council 
departments drew up an I.T. Strategy document that has been regularly revised. This 
document served as the prioritised plans for each department which determined the projects to 
be undertaken by Applications Development and Support - refer to Evidence Template. 
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As previously stated, each project undertaken by I.T. Services Applications Development and 
Support will be accompanied by a detailed project plan that highlights both resources and 
timescales - refer to Evidence Template. 

Where there are multiple project plans for a specific department it is the responsibility of the 
Project Manager assigned to that department to ensure that all plans are adhered to and that 
timescales are met. All project plans associated with a specific department are consistent 
because each team within Applications Development and Support is using the in-house 
Quality Manual, which ensures that each project is carried out in a consistent manner - refer to 
Evidence Template. 

Where a project requires to use other bc t ions  within I.T. Services then it is the responsibility 
of the Applications Development and Support Project Manager to ensure that all areas are 
included in the project plan and meet the required timescales. 

Q4. Our plans are clearly based on the resources we have available 

At the start of each project, a detailed project plan is produced by I.T. Services Applications 
Development and Support which highlights both the resources and the timescales required to 
achieve a successful solution - refer to Evidence Template. 

As previously stated, projects are continuously monitored against estimated timescales and 
where necessary I.T. Services Applications Development and Support can hire Contractors to 
assist on the project by using the current framework agreement with a number of companies. 
Contractors could also be hired at the start of a project should there be a specific requirement. 

Q5. We make best use of our available resources 

A number of initiatives have been taken to ensure we make the best use of our available 
resources 

In 1999 I.T. Services Business Systems commissioned the Gartner Group to carry out a 
benchmarking exercise, using the Gartner Group, to compare our performance in both 
support and maintenance against both public and private businesses. (see paragraph 3.3 
for results) 

In order to accurately measure the time spent against each project I.T. Services use an in- 
house Time Recording system that allows members of staff to allocate their time against 
specific activities within each project thus allowing I.T. Services to more accurately 
recharge their services to other departments. 

Each project which is undertaken by I.T. Services Applications Development and Support 
has to follow the guidelines laid down in our in-house Quality Manual - this leads to all 
projects being carried out in a consistent manner, the necessary quality documentation 
being produced and it enables existing procedures to be re-used - refer to Evidence 
Template. 

I.T. Services Applications Development and Support has recently put out to tender the 
maintenance of one of the largest in-house developments which has taken place since re- 
organisation thus freeing up resources to concentrate on further developments - this is 
also being considered for other systems. 
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0 As previously mentioned, I.T. Services Applications Development and Support went out 
to tender in order to set up a fiamework agreement with a number of companies which 
allow us to hire contractors at an agreed rate should the need arise - this contract will be 
reviewed annually. 

I.T. Services Applications Development and Support strive to make use of the latest 
development software concentrating mainly on Progress and Oracle for major 
developments and Access for minor developments, as well as making use of the most up- 
to-date tools such as Erwin and MS Project. 

0 In order for our resources to make the full use of these development tools appropriate 
technical training was organised, for the respective members of I.T. Services Applications 
Development and Support, using external training organisations. 

0 The introduction of e-mail has allowed I.T. Services Applications Development and 
Support to access upgradedfixes from our suppliers more efficiently. 

0 The introduction of Internet access has allowed I.T. Services Applications Development 
and Support to access help desks and technical sites from our main suppliers thus 
improving the efficiency of the service we can offer. 

The following is a list of achievements resulting in improved resource use in our service 

0 Reduced number of applications supported 

0 Change in style of support - users deal direct with suppliers (where possible) 

0 Introduction of ErWin allowing more robust system developments 

Q6. We make the best use of our people 

In order to ensure that I.T. Services Applications Development and Support make the best use 
of our people we carry out one-to-one staff reviews, using our Staff Review Guidelines, on an 
annual basis - refer to Evidence Template. 

This review allows each member of staff the chance to raise any issue which they feel may be 
affecting their work and allowing each manager the chance to let their staff know how they 
have performed and where any improvements can be made. 

As part of the annual staff review the training requirements of each member of staff 
(managerial, technical or personal development) are agreed for the coming year. 

I.T. Services also adhere to the Council’s Absence Monitoring policy, which allows for any 
potential problems, which may arise to be spotted at an early stage and dealt with - refer to 
Evidence Template. 

When members of staff leave I.T. Services a termination interview is carried out in order to 
establish the reasons for leaving and, where applicable, to take corrective action. 
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I.T. Services Applications Development and Support believes in developing staff to reach 
their fill potential. To achieve this we make considerable investments in technical and 
personal development training. Allied to this we aim to stretch our staff by giving them 
challenging projects. We believe this combination places our staff in an excellent position to 
achieve promotion. 

Evidence of this is the fact that two out of the last three Project Manager vacancies, and three 
of the last four Senior AnalystRrograrnmer vacancies have been filled internally. These 
positions were filled in competition with outside applicants, as our normal procedure is to 
advertise vacancies externally and chose the best candidates. 

I.T. Services Applications Development and Support had a relatively low staff turnover rate 
during 1999. 

As previously stated, each project undertaken by I.T. Services Applications Development and 
Support has an associated project plan which identifies both resources and timescales thus 
allowing us to make the best use of our people - refer to Evidence Template. 

Q7. We monitor and control our overall performance 

As part of every project which is undertaken by I.T. Services Applications Development and 
Support there are regular project reviews which allow us to monitor how a project is 
progressing, keep the departments up-to-date and identify any potential problems that may 
affect the delivery of the project. 

I.T. Services produce a monthly progress report, for each department, that lists all work which 
had been carried out in that month and highlights any outstanding issues - refer to Evidence 
Template. On receipt of this report each department has the opportunity to provide feedback. 

I.T. Services produce service statements for each department identifying the level of service 
each department can expect and there are service level agreements in place to ensure that this 
level of service is delivered - refer to Evidence Template. 

QS. We have sound financial control and reporting 

As previously stated I.T. Services Applications Development and Support are currently 
introducing Key Performance Indicators (KPIs) for each project which will allow departments 
to monitor the progress of their projects in both timescales and cost. For each KPI there is 
associated documentation that has to be signed off by both I.T. Services and the department - 
refer to Evidence Template. 

I.T. Services recharge their service to other departments on a 6 monthly basis thus allowing 
the departments to monitor these charges and to accurately predict their budgets for the 
coming year. 

Q9. We actively support continuous improvement 

In order to continue our improvement, I.T. Services Applications Development and Support 
will carry out regular service reviews and produce an improvement plan at the end of each 
review that will be used to measure our progress at the next review. 
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As previously stated, each year I.T. Services Applications Development and Support produce 
training requirements for each member of staff and ensures that they are gaining the skills and 
experience for hture promotion. 

In order for I.T. Services Applications Development and Support to monitor improvement, 
regular Customer Surveys will be carried out to gain feedback from the departments. 
Likewise, Staff Surveys will be carried out to gain feedback from members of staff on how to 
improve service to the customer- refer to Evidence Template. 

I.T. Services have had several re-structures since 1996 to accommodate changes in Council 
structures, Council policy and the I.T. market place. 

QlO. We provide our stakeholders with the information they need about our services 
and performance and listen to their feedback 

As previously stated, I.T. Services Applications Development and Support have regular 
meetings with each department to identify the progress of their current projects, to identify the 
latest advances in technology and to identify any future requirements which they may have. 

As previously stated, in order for departments to monitor the performance of I.T. Services 
Applications Development and Support the Service Level Agreements which are in place, and 
the KPI’s which we are currently introducing will allow them to do this - refer to Evidence 
Template. 

Another method of informing the departments of our services and performance is the 
production of the monthly report which is issued to the departments and this in turn gives the 
departments the opportunity to question the content of the report- this results in the required 
feedback (refer to Evidence Template). 

As previously stated, I.T. Services Business Systems have a regular Customer Survey which 
will allow the departments the chance to comment on the services, and performance, they 
receive and any constructive comments will be taken on board. 
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4 RECOMMENDATIONS FOR IMPROVEMENT ACTION 

As a result of the services review carried out an improvement plan has been developed which 
will be used as a basis for monitoring our performance at the next service review. 

A copy of the improvement plan is included as Appendix E. 
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5 CONCLUSIONS 

The customer surveys illustrate that the customers are very satisfied with Applications 
Development and Support. 

In addition, the Gartner benchmarking exercise shows that Applications Development and 
Support is cost effective in comparison with other Public Sector bodies and with the best of 
the Private Sector. 

In response to the main questions posed by the Accounts Commission the case has been made 
that Applications Development and Support has taken a number of important steps to ensure 
that “we are doing the right things” and that “we are doing things right”. 

Nonetheless, a number of areas for improvement have been identified and these are included 
in the Action Plan. 
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Appendix A 
I.T. SERVICES STRUCTURE - JULY 1999 

Customer 
Services 
Manager i (Operations) 

Services Officer 
(Operations) x 2 

Head of IT Services 

I - 

Production Services 
Manager 

Customer 
Services , Assistant x 3 

I 

I 

MDlS 
Operations 

Contractor (5) 

Client Secvices 
Manager 

I 

Supervisor 

I 

Unix Support 
Manager 

I 
Senior Unix 

Support Officer 

Unix Support 
Officer x 2 

Telecommunicati 

Manager 

Senior 
Telecommunicati 

Officer x 3 

Administrative 
Officer 

Infrastructure 
Manager 

Officer 

Telecommunicati 

Engineer x 3 

I 
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Gartner Group Survey 

The Gartner Group survey consisted of 3 LOB'S (Lines of Business) - Construction Services, Finance and Social Work - being approached by members of 
Gartner Group and being asked how they perceived the applications development and applications support they were receiving from I.T. Services in terms 
of both importance and satisfaction. 

The satisfaction responses had the following ratings 

1 - Dissatisfied 
2 - Less Satisfied 
3 - Satisfied 
4 - Very Satisfied 
5 - Extremely Satisfied 

support 

L a  B 

5 
- ? 

1 a0 

050 

Development 

LOB 

Council departments regard effective applications support and development as extremely important for the achievement of their departmental goals. 
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Internal Council Customer Survey 

I.T. Services issued a questionnaire to all departments within the Council asking them how they perceive the applications development and applications 
support they were receiving from I.T. Services. 

The responses had the following ratings 

1 - Very Poor 
2 - Poor 

4 - Excellent 
3 - Good 

I I I I I 
Dept .  
Issued 
Responses  

P & E  E d  Fin H & P  
8 14  
6 2 I 1  3 

helPfu lness 3 .50 13.50 13.29 3 . O O  
I 13.00 3 .00  13.00 3.20 I I init ial  response - HD 

del iver  pro jects  o n  schedu le  I 12.67 2.91 13.00 3.33 13.00 12.83 3.00 
3.00 3.00 3.17 zt=k 3 . O O  

3 . O O  
3 . O O  

resolv ing prob lems 3 .25 
inhouse - quality o f  d e v e l o p m e n t  3.50 
inhouse - user  documenta t ions  3 .00 
inhouse - user  training I 13.00 3 .00  13.00 3 .00  I 12.75 1 3 . 0 0  
assis t ing purchase of packages I 13.33 3 .10  13.00 2.75 13.00 13.00 3.00 
k e p t  i n f o r m e d  o f  progress/ issues 13.00 13.25 

I I 
3 .08  3 .00  2 .83  13.50 13.00 

I 1 
13.00 

I I I I I I , I I 1 

A v e r a g e 1 3 5 0  ( 3 . 1 4  13.04 13.22 13.16 13.17 12.98 13.00 13.13 
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Appendix D - Evidence Template 

Criterion 

1. We understand the needs, 
expectations and priorities of all 
our stakeholders 

2. We have decided on the best 
ways to meet these needs, 
expectations and priorities 

3. We have detailed plans for 
achieving our goals 

4. Our plans are clearly based 
on the resources we have 
available 

5 .  We make best use of our 
available resources 

6 .  Wemake the best use of our 
people 

7.  We monitor and control our 
overall performance 

8 .  We have sound financial 
control and reporting 

9. We actively support 
continuous improvement 

10. We provide our 
stakeholders with the 
information they need about our 
services and performance and 
listen to their feedback 

Source of Evidence 

I.T. Strategy 
Monthly Report 
Project Proposal 
KPI Documents 

Quality Manual 
Package Evaluation Guidelines 
Evaluation Report 

Service Plan 
I.T. Strategy 
Project Plan 
Quality Manual 

Project Plan 

Gartner Benchmarking 
Quality Manual 

Staff Review Guidelines 
Absence Monitoring Policy 
Project Plan 

Monthly Report 
Service Level Agreement 

KPI Documentation 

Customer Survey 
Staff Survey 

Service Level Agreement 
KPI Documentation 
Monthly Report 
Customer Survey 

Contact Person 

Bob Baxter 

Bob Baxter 

Bob Baxter 

Bob Baxter 

Bob Baxter 

Bob Baxter 

Bob Baxter 

Bob Baxter 

Bob Baxter 

Bob Baxter 



Appendix E - Improvement Plan 
NB: For column 3. di: 

1. Cany out review 
of each department 
to create an I. T. 
Strategy for 
Modernising 
Government. 

2. Review portfolio 
of applications for 
duplications and user 
developed systems. 

3. Examine the role 
of Applications 
Development and 
Support in the 
implementation and 
support of Packages. 

nguish bctween improvemci 

This improvement was 
chosen to ensure that we 
were providing a service 
the customer wanted. This 
relates to the ‘We 
understand the needs, 
expectations and priorities 
of all our stakeholders 
(PMPNo. 1). 

This improvement was 
chosen because Gartner 
recommended it as a result 
of the benchmarking 
exercise. This relates to the 
‘We make best use of our 
available resources (PMP 
No. 5). 

This improvement was 
chosen because where 
package solutions are 
chosen over in-house 
developments, a significant 
in-house resource is still 
being consumed (PMP No. 
5). 

; in the mananement of the s 

To aid departments of the 
Authority in meeting the 
Government guidelines for 
Modernising Gov’t. 

Reduce the number of 
applications supported to 
release resources to 
concentrate on further 
developments. 

To reduce the number of 
in-house resources 
involved in package 
solutions. 

:vice and those that will be directlv exDerienced bv customers/citizens 

T h o f  stakeholders 
dealing electronically with 
Local Government - 

25% by 2002 
50% by 2005 
100% by 2008 

Complete review by end of 
March 2000. 

As each package solution is 
selected. 

Review by end of March 
200 1. 

The Authority will 
achieve its aim of 
meeting the Government 
targets for Modernising 
Government. 

The number of 
applications currently 
supported will reduce. 

The development 
resource will increase. 

The Gartner FTE figure 
will increase in favour 
of development. 
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. . .  NB: For colunm 3, dis 

4. Review the role of 
Application Support 
in the maintenance 
of in-house 
developed systems. 

5. Improved 
Timesheet System. 

nmish between immovemer 

This improvement was 
chosen in order to release 
resources in order to 
concentrate on further 
developments. This relates 
to the ‘We make best use 
of our available resources” 
(PMPNo. 5).  

This improvement was 
chosen in order to increase 
the accuracy of measuring 
the time spent against each 
project. This relates to the 
“We make best use of our 
available resources” 
criteria (PMP No. 5). 

i in thc managcmcnt of thc , 

This improvement should 
allow us to concentrate on 
further developments thus 
providing a better service 
to our stakeholders in 
terms of meeting their 
requirements. 

This improvement should 
allow us to more 
accurately allocate time 
against projects and thus 
make it easier to monitor 
the progress of projects in 
both costs and timescales. 

rvicc and thosc that will bc di 

Review by Sept. 2000. 

Implement by March 2001. 

The key project milestones 
for this improvement will 
be as each IWI document is 
completed and the 
increased accuracy of our 
time recording will become 
apparent. 

ctly cxpcrienccd by custc 

n e  ratio of time 
zovering apps support 
md development should 
move more to the 
development side if t h s  
improvement is 
successful. 

iers/citizens 
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ANNEX 4 

Payroll 
Rationalisation 

Systems 
Development 

Charging Mechanism 

To reduce the number of 
frequencies for APT&C staff 
to Fortnightly and Four- 
weekly. 

To improve the quality of the 
Payroll System 

To produce a detailed 
analysis of departmental 
charges which accurately 
reflects the services provided. 

NORTH LANARKSHIRE COUNCIL 
FINANCE DEPARTMENT 

PAYROLL SECTION ACTION PLAN 
MONITORING REPORT - MARCH 2000 

Implementation of revised timetables 
0 Payroll paid on 15" of month will be 
transferred to 4 weekly 
0 Fortnightly on a Friday will be 
transferred to fortnightly on a Thursday 
0 Weekly paid on a Wednesday and 
weekly paid on a Friday will be transferred 
to weekly on a Thursday 
Review of Cyborg v.4.5 and v.5 

Year 2000 Testing 
Implement improved management 
information reports following requests 
from departments 
Implementation of Cognos Reporting Tool 
Undertake pilot exercise for transfer of 
information using Electronic Data 
Interchange with Inland Revenue 
Evaluate additional modules of Cyborg, 
e.g. occupational sickness benefit, 
maternity pay 
Prepare timetable for testing system for 
changes in legislation regarding processing 
of family credit 

Document requirements for the Electronic 
Transfer of data to the Treasury Section 
Ongoing review of charges to reflect the 
use of the service made by departments, 
taking into account experience of charges 
made by other organisations 

NovemberAIecember 
1999 
January 2000 

January 2000 

December 1999, 
dependent on software 
movider 
December 1999 
Ongoing 

December 1999 
November 1999 

Dependent on progress on 
Personnel system 

October 1999, subject to 
issue of regulations and 
guidance 

~ 

October 1999 

Ongoing 

Agreement by Council but delayed until April 2000 

No agreement by Trade Unions/Council 

No agreement by Trade Unions/Council 

Software available but pressure of work has not allowed 
their review to commence. 

Comnleted 
Achieved 

Completed 
Completed 

Personnel system is being piloted independently with 
individual departments, and will only be linked to 
Pavroll once all DeDartments are live. 
Training has commenced although the testing has been 
delayed due to guidelines not received until January 
2000 and software bulletin not due until late February 
2000. 

Achieved 
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ANNEX 4 

Performance 
Indicators 

Consultation with 
Service Users 

Consultation with 
Employees 

Service Level 
Agreements 

Review of Payslip 
Distribution 

To produce standards and 
targets for scrutiny by the 
public, employees, managers 
and members as a guide to 
the performance of the 
section. 
To raise awareness of the 
views and needs of the 
Service Departments 

To ensure that employees 
views and suggestions are 
available for future planning 
of the section. 

To provide departments with 
documentation stating the 
quantity and quality of 
service which will be 
received, the detailed cost of 
these services and an estimate 
of the annual cost based on 
previous usage. 
To standardise the method of 
payslip distribution and 
reduce the number of 
payslips being sent to 
employees home address. 

Introduction of revised Performance 
Indicators following Service Reviews 

Continue to hold Payroll Forums for all 
users to allow discussion of matters of 
general concern 
Continue with meetings with payroll 
practitioners from service departments 
Development of Departmental 
Questionnaire to include more detailed 
questions regarding the workings of the 
sections 
Production of summary responses for 
distribution to section managers 

Development of Employee Questionnaire 
to include more detailed questions 
regarding the methods of workmg within 
each section 
Introduce Section Head Meetings weekly 
to disseminate information and ensure that 
management are aware of current 
issueslproblems within each Section 
Continue to develop agreements to include 
the results of the consultation with service 
users questionnaire and any future 
discussions with departments that may 
emerge 

Further review of pays to home addresses 
following the exercises undertaken during 
1998199. 

September 1999 

6-weekly cycle 

Ongoing 

February 2000 

September 1999 

February 2000 

July 1999 

Updates Annually 

Periodically 

Completed 

Achieved 

Achieved 

Completed 

Completed 

Completed 

Achieved 

On-Target 

Achieved -almost reduced to lowest possible number 
of payslips being sent to home address. 
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Define Core Payroll 
Provision 

bodies. 

To enable a realistic 
comparison with Authorities 

Implement additional charges approved 
Continued review of processes in light of 
priorities identified through benchmarking 

Charging for I.T. and 

October/November 1999 

within the “Family Group”. 
To draw up guidelines for the Consider use of Activity Based Costing to 

MarcWApril2000 

Other Central 
Services 

Re-run of 
Benchmarking 
Exercise 

September 1999 

adoption of a consistent 
approach to measuring and 
recording costs 
To gauge the performance of 
the section after service 
review 

review costs of IT and other central costs 

Re-calculation of statistics reported in 
Final Report from IPF 

April 2000 
Ongoing 

Ongoing 

During 1999/00 in line 
with IPF timetable 

Completed 

Has been partially successful however is not yet fully 
enforced. 
On-target 

Delayed due to lack of cohesion with Personnel. 

Delayed due to above. 
Family Group comparisons complete and report 
produced. 

An ABC Network has been established and the 
appropriateness of its application for IT is being 
reviewed. 

Re-run of Benchmarking took place December 
‘99/January ’00. Drafi results are currently being 
analysed. 
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ANNEX 4 

NORTH LANARKSHIRE COUNCIL 
FINANCE DEPARTMENT 

PAYROLL SECTION ACTION PLAN 
MARCH 2000 

Payroll 
Rationalisation 

Systems 
Develonment 

Charging 
Mechanism 

Performance 
Indicators 

Consultation with 
Service Users 

Consultation with 
Employees 

To reduce the number of 
fi-equencies for APT&C 
staff to Fortnightly and 
Four-weekly . 

To improve the quality of 
the Payroll System 

Implementation of revised timetables 
0 Payroll paid on 15" of month will be 
transferred to 4 weekly. 
0 Preparation of revised timetable for 
all remaining payruns requiring 
rationalisation to put to trade unions as a 
single package for negotiation. 
Review of Cyborg v.4.5 and v.5 

April 2000 

April 2000 

April 2000 

Implement improved management Ongoing 
information reports following requests 
fi-om departments 
Training on Cognos Reporting Tool 
Commence the transfer of 'Live' data to 
Inland Revenue by Electronic Data 
Interchange 
Evaluate additional modules of Cyborg, 
e.g. occupational sickness benefit, 
maternity pay 
System Testing re: family credit 
Preparation and testing of system for 

April 2000 
April 2000 

Dependent on progress on 
Personnel system 

March 2000 
March 2000 

To produce a detailed 
analysis of departmental 
charges which accurately 
reflects the services 
provided. 
To produce standards and 
targets for scrutiny by the 
public, employees, managers 
and members as a guide to 
the performance of the 

other new legislation, e.g. 
Student Loans 
Disabled Persons Tax Credit 
Scottish Variable Rates 
Ongoing review of charges to reflect the 
use of the service made by departments, 
taking into account experience of charges 
made by other organisations 

Review of Performance Indicators and 
streamlining of those reported to 
Committee. Will result in 2 distinct 
reports: one for Committee; and one for 
Management. 

Ongoing 

March 2000 

section. 
To raise awareness of the 
views and needs of the 
Service Departments general concern 

Continue to hold Payroll Forums for all 
users to allow discussion of matters of 

Continue with meetings with payroll 
practitioners from service departments 
Collation of results from Departmental 
Questionnaire and production of report 
for management. 
Collation of results from Employee 
Survey and production of report for 
management and summary responses for 
all members of staff. 
Introduce Section Head Meetings weekly 
to disseminate information and ensure 
that management are aware of current 
issues/problems within each Section 
Discussions with employees regarding Ongoing 
issues raised 

6-weekly cycle 

Ongoing 

May 2000 

To ensure that employee's 
views and suggestions are 
available for future planning 
of the section. 

June 2000 

Ongoing 
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Service Level 
Agreements 

Review of Payslip 
Distribution 

Transfer to BACS 
Payments 

Generate 
Advertising Income 

Charges to Third 
Parties 

Define Core Payroll 
Provision 

Charging for I.T. 
and Other Central 
Services 

Re-run of 
Benchmarking 
Exercise 
Modernising 
Government 

Review of Payroll 
Section Structure 

To provide departments with 
documentation stating the 
quantity and quality of 
service they will receive, the 
detailed cost of these 
services and an estimate of 
the annual cost based on 
previous usage. 
To standardise the method 
of payslip distribution and 
reduce the number of 
payslips being sent to 
employees home address. 

To reduce the number of 
employees paid by Cheque 
and Cash who are contracted 
to be paid by BACS. 
To reduce the overall cost 
for the provision of the 
payroll service. 
To reduce the charges 
incurred by departments for 
services provided to external 
bodies. 

To enable a realistic 
comparison with Authorities 
within the “Family Group”. 
To draw up guidelines for 
the adoption of a consistent 
approach to measuring and 
recording costs 
To gauge the performance 
of the section after service 
review 
To comply with the 
Governments proposals for 
Modernising Local 
Government 
To ensure that the payroll 
section is structured in order 
to maximise the quality and 
quantity of service provision 
to its customers. 

Continue to develop agreements to 
include the results of the consultation 
with service users questionnaire and any 
future discussions with departments that 
may emerge 

Departments with employees traditionally 
sent payslips to their home address due to 
the location or nature of their work will 
be approached to consider the possibility 
of sending the payslips to Departmental 
Administration for distribution by their 
chosen method. 
Continue transfer to BACS 

Review contract. 

Propose charges to apply to finance 
department work separately rather than 
jointly with Personnel 

Implement additional charges approved 
Continued review of processes in light of 
priorities identified through 
benchmarking 
Continued review of I.T. services costs. 

Analysis of draft IPF Report and 
notification of changes for final reporting. 

Make better use of the Corporate Intranet 
through the publication of input 
deadlines, payroll timetables, bulletin 
board, etc. 
Review the structure in view of the work 
currently being carried out by the section, 
i.e. 
Payroll Processing - ensuring the 
accurate and timeous payment of 
employees, members, etc; 
System Development - updating the 
system for legislation changes, new 
developments, etc. 

ANNEX 4 

Update due June 2000 

MarcWApril2000 

~~ 

MarcWApril2000 

MarcWApril2000 

June 2000 

September 2000 
Ongoing 

Ongoing 

MarcWApril2000 

March 2000 
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