Internal Audit

The use of technoiogy is at the forefront of improvement in services, however this isnot
without risk. The service is concentrating on the control aspects of introducing E-
Government as it believes that only secure technology should be introduced. Internal
Audit is examining ways of applying technology to its own operations and to this end is
interested in adopting the District Audit's revised auditing software.

s Risk Management — we need to look at ways to minimise risk and implement
racommendations made by the District Auditor in this area.

The service now applies a risk approach to pricritising its work, the principles involved
in this are akin to risk management in the corporate sense and therefore these will
assist in the business risk process.

o Modernising Agenda - the revised political structure is now in place and a number of
interim arrangements are in place.

The iniroduction of standards and more especially scrutiny into the political arena
presents a particular challenge for Internal Audit. The service is assessing how this will
impact on the audit function.

» Other ways of delivering services — we need to be open to other ways of delivering
services if this means lower costs and a better service. This does not always have to
be outsourcing but could involve closer working/parinerships with other councils so that
we can share knowledge and expertise. This also includes considering the adoption of
Egan Principles, which set out another approach to working with contractors in
delivering council services.

The challenges of E-Procurement, including the implication of the egan principies and
the use of purchasing consortia are being examined.

The service already works in a form of partnership with the District Audit within the
managed audit approach. The service may alsc look for support from another pariner
to facilitate the more technical aspects of computer audil.

South Derbyshire's is an active member of the Derbyshire Audit Group and is involved
in a number of joint working arrangements including e-procurement, e-security and
atvfomated payments.

3.3 The service related challenges are as follows:-

s Replacement of Computer Systems - our computer systems although still functional
for our local needs are not capable of mesting the government's k- agenda and
therefore there is an urgent need to replace them. The financial suite, including the
revenue sysiems, is the prime requirements for the division.
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The service will face a number of daunting fasks involving the documentation of the
replacement systems and evaluating the control criteria, this will include the interfacing
with other systems and the E-Agenda. The service will need to advise on the proposed

replacement Financial Information system.

s Modernising Agenda ~the revised political structure is now in place and a number of
interim arrangements have been established.

There is still a considerable amount of procedural change to be implemented
and although the service has been involved in the drafting of both the interim
and the new financial procedures there is stilf a large amount of work to
document the changes and assess the control considerations.

3.4 The key opportunities are as follows:-

The service will be in a position to assist in the management of change during a
period of rapid transformation of Local Government as we know it. The best value
review, corporate governance, new code of audit practice, financial procedures and
e-government all present opportunities for internal Audit to add vaiue 1o the

organisation.
4.0 BEST VALUE

4.1 The tables below show how and when the services provided by this Division will be
reviewed as part of the Best Value Process

Reviews Underway

Review Title Completion Services Covered
Date
Finance Services (part of) | Sept 2002 Internal Audit

4.2 The key issues stemming from the best value review are as follows:-

The service is affected by Best value in three distinct ways:

a. The service improvements arising from completed reviews need to be
audiled and the service/system documentation updated.

D. Internal Audit acts as a "critical iriend” in the Challenge arena and is
to be involved in reslity checking of certain raviews.

. The Financial Services review includes Internal Audit and therefore
the service itself is subject to scrutiny.

e
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internal Audit

6.0 PERFORMANCE INDICATORS AND TARGETS

Best Value Performance Indicators

6.1 The table below shows the Best Value Indicators that relate to the service provided

within this division.

There are no national indicators.

Local Performance Indicators

6.2 The table below shows the local indicators that the Division has developed to

measure its performance.

Percentage of agreed audit recommendations implemented

Local Indicator Estimate Target
200112 2002{2
Net total cost of Internal Audit per audit day £210 pd £210 pd
External Audit Opinion of the Internal Audit function Satisfactory | Satisfactory
Percentage of the Annual Audit Plan completed in the year 68% 80%
N/A 1A

7.0 STAFFING STRUCTURE AND WORK ORGANISATION

7.1 internal Audit is part of the Finance Division of the Finance and IT Department.

7.2 The section is managed by the Audit Manager - Tony Stamper

7.3 An crganisation chart is attached.

S D.D.Cinternal Audit Unit

Audit Manager

PG3
E
i %
Snr Audit Asst Aundit Asst,
ScH/80 01 Sc3i6
12
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§.0 OTHER RESCOURCES
Revenue Expenditure

There are no direct service cosis.

Central Departmental Costs — recharged fo commitiges

The Council has a system of central establishment charges. This means that costs
related 1o this division are charged first to a holding code and then recharged to
committees. The table below summarises these costs which are controlled by the
head of this unit and then recharged to services.

Division Gross income MNet
Spending Spending
Total Central Support Costs - 2001/02 121,810 10 121,800
i3
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SERVICE SUMMARY 2001/02 —IT & CUSTOMER SERVICES DIVISION

1.1

1.2

IT & CUSTOMER SERVICES DIVISION
SERVICE PLAN 2001/2

Service Description

The Division has a corporate role, having both infernal and external customers and
provides IT and administrative services to all departments within South Derbyshire
District Council.

The Division is responsible for

Co-ordinating the use of IT and achievement of E-Government Targets

@

&

-]

The production review and implementation of E-government strategy.

Provision of a corporate 1T strategy.

instaliation and management of the Intermnset web site and internal Intranet
provision.

Support and Maintenance of IT Systems across the Council

B & @& @

implementation and instaliation of new systems.
Maintaining and updating existing in-house system.
Advice and consultancy for customers on new technology.
Project management for systems implementation.

Maintaining the Council Computer Network and Telecoms Links

e & @& &

L4

Management of the corporate Email systems.

Provision of telecommunications, including phones, mobile phones and data links.
IT Help desk service between 8:00 am and 6:00 p.m.

Liaising with equipment suppliers fo ensure computer equipment is maintained
and resolve problems.

Procurement of computers and other consumables {paper eto).

Central Administrative Services

s & ® @& & & @

Main reception and switchboard.

Word processing support.

Secretarial support for individuals and for corporate meetings.
Post distribution

Purchasing of corporate stationery etc and invoicing.

Hot line support for Environmenial services,

Customer complainis procedure.

Printing Services

L

including, design and finishing, collation and distribution.
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SERVICE SUMMARY 2001/02 - IT & CUSTOMER SERVICES DIVISION

1.5

1.6

2.1

The services are provided to a wide range of internal and extamal customers:

All officers and managers within South Derbyshire District Council
Members in South Derbyshire District Council

Citizens Advice Bureau

Neighbourhood Watch

Swadlincote Leisure Centre

Voluntary Organisations such as Swadlincote Writers Group and Peoples Express
Inland Revenue

Benefits Agency

Audit Commission

Other Councils such as Derbyshire Dales and Derbyshire County Council
General public, both in person and via electronic means

Derbyshire 1EG partnerships

Indirect customers include the Depot and weekly paid staff

® & @ € 2 & & @& € & & @ 8

While supporting Statutory Services, the Division does not provide any direct
Statutory Services. The Division manages the Council's complaints procedure, which
relies on the adherence to very strict deadlines.

The table below shows the strategies for which the Division has lead responsibility.

IT Strategy {including telecoms strategy) D] Jan 2001 Annual | Jan 2002

Implementing E-Government (IEG) Statement G| July 2001 Annual | July 2002

The corporate E-government strategy is a new requirement. This is part of the
Government's target for all Councils to be able fo deliver 100% of their services
electronically by 2005.

Purpose

The IT & Customer Services mission statement is as foliows:

“To be a forward thinking, flexible and pro-active service providing high quality, value
for money services for the benefit of both internal and external customers.”

NOVEMBER 2001
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SERVICE SUMMARY 2001/02 - IT & CUSTOMER SERVICES DIVISION

3.1

Opportunities and Challenges

The government has introduced a range of new legislation and guidance that will
have a significant impact on the Council and the IT and Customer Services Division
within it. The Corporate-related challenges are:-

E-Government - The Division has produced the first Implementing Electronic
Government (IEG) statement, which identifies the present position of the Council, and
how we will move forward fo deliver e-government by 2005. Key objectives include:

» o provide the local community with an effective and useful web site for Council
services, leisure and fravel information, links to other web sites, both private
sector and public and the ability, using on-line forms to communicate directly with
us.

¢ To identify how businass processes that deliver services can be re-engineered to
provide customers with better, more joined up services.

¢ To improve the guality of management information.

¢« To develop joint working and parinership arrangements with other organisations
both in the public and private seciors.

Working in partnership — the Council cannot develop IT services and systems in
isolation. We need to work in partnership with cther authorities and bodies to do this.
A start has already been mads on this with a County-wide group developing IEG
projects and consortium arrangements for a Revenues & Benefits System.

Best Vaiue - The Cuslomer services section is currently under review to investigate
how the services are deliversd and the possible alternative methods of providing the
service. The review is split into two dislinct areas, Central and Reception services
and Printing services, as these areas have very different challenges and competitive
elements o review.

Making the best use of rescurces - The Division has a major part o play in
assisting other departments change the way they work to the benefit of our
customers. This fogether with the use of new technology will enable the Council to
move forward towards more sffective use of resources. The current [T staff are
undertaking training within the next month to allow in-house experiise 10 be
developed particularly in terms of the Internet and Intranet. It is anticipated that the
development of a local Intranet will diminish the requirement for paper copies of
material and printing costs by making these available on screen.

Delivering better services for Citizens and the resulting cultural change — IT
ptays an essential role in locking at how we can harness the power of technology to
deliver better services io residents. The Government is alsc likely to provide financial
incentives for this. This will mean a ot of change in the way we detiver services that
will have an impact on the way many staff in the Division and Council work,

NOVEMBER 2001
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SERVICE SUMMARY 2001/02 — 1T & CUSTOMER SERVICES DIVISION

identifying and Managing risks — currently the Council relies on many legacy
systems that have been developed many vears ago. These are based on “oid”
technclogy and rely heavily on specialist council staff to maintain them. Limited
resources have meant that the Council only has limited back-ups for the equipment it
uses io operate these computer systems. As part of the programme of sysiem
replacement, we will be looking at ways to reduce these risks. These include using
more standardised software that is used across many councils as well as making
more use of the private sector to manage and maintain the software and equipment
neaded to deliver those systems.

The Service related challenges are as follows:

Replacement of Corporate server provision - all main Council, including
Revenues and Benefits, Financial information, D3SO systems, Environment, Housing
etc currently run on a corporate server under a contract with Northgate Systems,
which ends in April 2008, Work is already underway to plan for the replacement of
the server and the systems that reside on it. Replacement of two of the major
systems has already commenced. This will require considerable input from IT
Services in transferring data between systems and implementing new systems,

Overall Server Reguirements — As e-government develops the Council will be
seeking to place even greater reliance on 1T systems. A comprehensive server audit
has taken place. It is apparent that other corporate NT servers are now under
specified for the current requirements from depariments, and a new hardware
infrastructure needs fo be implemented and integrated within the existing 1T provision
in order to provide a suitable basis for the Council fo achieve its commitments to E-
government.

Replacement of Existing Legacy Software - In previous years, the Council has
relied upon internally-written 1T systems. Many of these systems are of considerable
age, some up to 15 years of age, and although work well, will not be able o cope
with the increasing demands placed upon them through e-governmerit. The systems
also present a considerable business risk to the Council.

IT Services will therefore be assisting in the process of replacing these system in the
negotiations of the contract and the subsequent project management of the
implementation of the solution. As much of the existing system provision is in-house
written, it is envisaged that a considerable amount of staff resources will be required
in order to successfully migrate existing data o the confines of a packaged solution.
Estimates of the workload for this and the infrastructure replacement projects are
being drafted on an overall project plan to assist in the allocation and management of
the existing resources available.

NOVEMBER 2061
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SERVICE SUMMARY 2001/02 — IT & CUSTOMER SERVICES DIVISION

internet - The Division is responsible for the creation and maintenance of the
Council's corporate Web site. This will be relaunched over the next few months with
a new design and easier to navigate pages. New features will include the ability to
apply for services via e-forms, to allow the public to make cusiomer enquiries and
complaints, more interactive links to other web sites, both public sector and private
companies and the promotion of local events, organisations and Councll services and
achievemenis.

Intranet — this will provide a central electronic store of key council documents that
can be accessed easily by staff across the Council and reduce the need for paper
copies. It can also be used as a method of promoting departmental achievements
and opportunities and to ensure that ail members and staff are informed of what is
happening with Council wide issues. The intranet can incorporate some aspects of
the web site, allowing those members of staff without web access to benefit from
viewing the “public” face of the organisation. This can have a positive effect on the
morale of the organisation as they relate more to the overall goals and aspirations of
the organisation they work for, and see how thelr own contribution fits in.

Managing the Culture Change/Business Process Re-engineering — essentially
this emphasises the fact that |T will be at the heart of many of the changes that taks
place within the Council over the next 4 vears. E-government presenis many
chalienges to local councils and oppertunities to change the way they deliver services
to the bensfit of local residents. T has a key role in championing this change and
providing the training and support needed for staff and indeed residents tc embrace
this change.

Printing Services — as IT develops the requirements for printing reduce. There is
already pressure on the printing frading account o break-even. As part of the Best
Value Review of Customer Services the Councll will need o examine a number of
ways of addressing this issue.

Customer Services — this division was created during the last recrganisation and is
subject 1o a Best Value Review in 2001/2. The Division is an amalgamation of
previcus support services divisions. A key challenge is to examine whether the
Council has got the balance right beilween cenirally administered services and
administrative staff located within divisions. Overail there is a key challenge to
reduce wherever possible unnecessary administrative fasks which can be assisted
with the introduction of new technology.

Opportunities

Many of the above challenges shouid also be viewed as key opportunities. They
provide a real opportunity to move the Council’s IT and Cuslomer Services provision
forward in a way that benefits not only the staff working within the Council but even
more important its residents. Some examples are set out below:-

« The Division will over the next few vears be investigating how services are
orovided to internal and external customers and the methods and systems used
to provide that level of service.
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SERVICE SUMMARY 2001/02 - IT & CUSTOMER SERVICES DIVISION

This gives a unique opportunity to analyse not only what is done, but how and by
whom and will provide the organisation with the ability to quantify services and
gliminate duplication throughout departments.

This corporate view will allow the organisation fo streamline its systems provision
and allow us to tender for the most competitive suppliers, providing more cost
efiective solutions.

For the individual members of staff carrying out the work, it will also provide more
focus and definition of their individual roles and allow them to develop in terms of
re-training and job enrichment.

Best Value also provides a key opportunity to lock at the way we deliver services
within IT and Customer Services at present and compare this to how other bodies
approach this service provision. We can hopefully then learn some useful lessons
that will be o the benefit of our customers.

Best Value

Completed Reviews

None

Reviews Underway

Customer Services 2002 Customer services, including
{including printing reception, post handling, switchboard,
services) Central services including word

nrocessing, secretarial and
administrative support {eg.
Environmental Health Hot line)
Departmental Administrative Support

Reviews to be commenced

| E-Government 2002 IEG Statement

| AlLT Services (i.e. Network and

i g | Systems Support/Help Desk)
NOVEMBER 2001
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SERVICE SUMMARY 2001/02 — 1T & CUSTOMER SERVICES DIVISION

6.1

6.2

7.1

7.2

7.4

7.5

7.6

Performance Indicators and Targets
Best Value Performance Indicators

Although the Division has no direct indicators for its performance, it will have overall
responsibility for collating and keeping under review the Corporate Best Value
indicator 157. Essentially this focuses on the progress made towards meeting the
Government's e-government target.

Local Performance Indicators

The Division will explore the development of performance indicators.

Staffing Structure and Work Organisation

The T & Customer Services Division forms part of the Finance and 1T Department
within South Derbyshire District Council.

The Division is managed by the |7 & Customer Services Manager, Lesley Wain and
comprises of two major sections, the IT Services section and the Customer Services
section.

The IT services section has for some years worked in partnership with ancther
council, Derbyshire Dales for development and support of socme of the major legacy
systems. In addition the mainframe supply and support is confracted out fo
Northgate systems, whose contract runs until Aprit 2003.

The Customer services section works in partnership and in some cases provide
services for local services such as Citizen Advice Bureau, Swadlincote Leisure
cenire, Voluntary organisations, Inland Revenue and Audit commission.

The Government's E-Government agenda will involve more partnership working with
both other Councils and private sector organisations. Currently the Division is
involved with the Derbyshire 1EG group, a group formed with representation from all
of the councils in Derbyshire with a view to finding co-operative ways of working and
sharing systems and resources.

An organisation chart is attached at Annexe A.
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SERVICE SUMMARY 2001/02 —IT & CUSTOMER SERVICES DIVISION

8.  Other Besources

8.1 The budgets, both Corporate and Departmental held by the IT & Customer Services

Division are as follows:

Revenue Expenditure

The table below shows the committee spending controlied by the Head of this

Division.

Division Gross fncomsa Met
Spending Spending

Total Committes Costs 350 - 350

Central Departmental Costs - recharged to committees

The Council has a system of central establishment charges. This means that costs
related to this division are charged first to a holding code and then recharged to
committees. The table below summarises these cosis which are controlled by the
nead of this division and then recharged to services.

Division Gross Income Met
Spending Spending
Total Central Support Costs 1,467,800 | 540 1,467,160

These costs are set gut in more detail in Annexe B.

Capital Expenditure

The Capital Programme includes provision of £100,000 for the replacement of the
Council's Financial Information System.

chimylilesicheriierryneavesiitserviceplanv2001v2in_doc
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CANNEXE "

Policy and Best Value Division

POLICY AND BEST VALUE DIVISION
SERVICE PLAN 2002/03

1.0 SERVICE DESCRIPTION
1.1 The Division is responsible for:-

e managing the delivery of the Council's Best Value programme including the
production of the Best Value Performance Plan

Best Value requires the Councii to

« continually improve the way in which services are delivered in terms of
economy, efficiency and effectiveness

« consult local people about services and how well they are provided

= monitor performance and sat {argels

« fundamentally review all services over a five year period

+ publish an annual Best Value Performance Plan (BVPF).

The BVPP gets out the Council's record of delivering local services along with
future plans and priorities. The Plan has to be published by 31 March each year
together with a Summary which is provided to alt households, local businesses
and voluntary sector organisations in the district (about 35,000 copies in total).

The Council's external auditors (District Audit) audit the Plan and the Council must
respond to any recommendations within a prescribed period.

The 5 year programme for reviewing services is set out in the BVPP and is
reviewed annually in the light of progress and guidance from the Audit
Commission. To date, 5 Reviews have bean completed and a further 18 are
planned.

The Division works with the corporate Best Value Working Group to produce
guidance to Review Teams (such as the Best Value Framework document) and,
subject to the availability of resources, may provide help with research,
consultation, benchmarking etc. Support is also provided to Review Teams curing
the inspection process. So far, 3 service areas have been inspected with mixed
cutcomes.
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Policy and Best Value Division

s developing and co-ordinating the Council’s performance management
framework

Performance management is central to Best Value and continuous improvement
in service provision. Over the past year, the Division has contributed to the
sirengthening and development of the Council's performance management
framework by:

* heiping to produce the Council's first Corporate Plan (and Departmental Plans)

# devising and piloting a new 'template’ for Service Plans

« pverhauling arrangements for the collection, monitoring and publication of the
national suite of Best Value and Audit Commission performance indicators

Looking ahead, the Division's contribution will focus on:

+ monitoring the implementation of the Corporate Plan and providing regular
reports to the Corporate Management Team and Members

« co-ordinating the monitering and production of Service Plans

* continuing to improve arrangements for collecting, monitoring and reporting
performance indicator information (including making better use of IT systems)

« developing and co-ordinating corporate and service policies and strategies
and monitoring their implementation. This role has number of aspects
including:

* the provision of data and/or advice on sources of data

+ advice on survey and other analytical technigues

+ help with policy and strategy formulation, especially with linkages fo local,
regional and national priorities

« advice on the development of local indicators of performance

The Division is also responsible for a number of specific policy areas such as
equal opportunities, service quality, consultation and community planning.

o supporting and co-ordinating arrangements for consultation.

The Best Value regime has placed greater emphasis on consultation with local
people, service users, the business community and partners in the public, private
and voluntary sectors about service provision. The responsibilities of the Division
include:

« ensuring that the Council's consultation strategy remains up to date and
elevant
« nroviding advice on consultation fools and techniques

b
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Policy and Best Value Division

1.2

= working with other Derbyshire authorities (including the Police and the Fire
Service) to establish a joint approach to consultation

« supporting the South Derbyshire Citizens’ Panel and promoting its use through
the organisation

e developing a Community Strategy for South Derbyshire

The Local Government Act 2000 gives the Councit new powers o promote or
improve the economic, social or environmental well being of the area. This is
linked to the duty to prepare a Community Strategy with a ‘local strategic
partnership’ and to fully involve local people in the process.

The role of the Division is o

* ensuring that Members and employees are aware of the new powers

= facilitate the establishment of a local strategic parinership

« co-crdinate the preparation of the Strategy, including input from the varicus
Council departments as well as and external stakehclders

* ensure that the requirements for consuitation are met

The Division is also contributing to the development of a county-wide Community
Strategy through the Derbyshire Partnership Forum.

« helping to develop the new scrutiny function and providing policy related
support io the Council’'s Overview and Scrutiny Commitiges.

This has two aspects:

« the provision and co-ordination of reports on Best Value Reviews and other
Best Value matiers

+ help with policy development and other issues referred to Cverview and
Scrutiny (e.g. research, analysis of data, report writing etc.)

it is evident from what has been sald already that Division provides services (either
directly or indirectly) to a wide range of internal and external customers. They
include local people, service users, public, privale and volunfary sector
organisations, employees in other Divisions and members of the Council.

Rest Value, the development of a community strategy and the provision of
arrangements for Overview and Scrutiny within the Councit's constitution are
statutory duties and are linked to good corporate governance. Cther divisicnal
responsibilities are discretionary.

[
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Policy and Best Value Division

1.4 The Division is responsible for producing the following strategies and plans.

Best Value Performance Plan 5 March 2001 | Annual March

2002

Community Strategy ST Wiaron 2003 TBA TEA
{target)

Corperate Plan 5 Novemper | Annual | Summer

2001 2002

1.5 In addition, the Division has (or will be making) a specific contribution to those listed
below as well as providing general advice on strategy/plan preparation.

Asset Management Plan D July 2001 | Annual | July 2002

Capital Strategy D July 2001 | Annual | July 2002

Cultural Strategy S Aprii 2002 Three | Apri 2005
{target} YySars

Implementing E-Government Statement D July 2001 Annual | July 2002

Crime and Disorder Strategy S April 19959 Three | Aprit 2002
years

Housing Strategy D July 2000 | Three | July 2003
years

* Denotes whether a pian js Statutory (3) or Discretionary (D}
2.0 PURPOSE

2.1 The overall aim of the Division is fo support, and contribute to, the pravision of cost
effective, customer focused services which respond to changing needs and improve
the well being of the community.

2.2  Specific objectives comprise:

» 1o help managers to sscure continuous improvements in the quality and efficiency
of their services through Best Value processes and performance management

« {0 support the development and implementation of arrangements for corporats
and service planning (ncluding helping to identify new challenges and
opporiunities that SEnVICES will need to address)

s 1o confribute to the development and co-ordination of corporate and service
policies and strategies

November 2001
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Policy and Best Value Division

o
e

{0
—

3.2

« 1o ensure that local people and other stakehoiders are involved in choices about
services and local priorities

= to promote equality of opportunity in sarvice provision

s 1o work with the local community and partners in the public, private and voluntary
sectors to develop and defiver a Community Strategy for South Derbyshirs

e 1o contribute to the development of effective arrangements for Overview and
Scrutiny

OPPORTUNITIES AND CHALLENGES

The Division faces a number of challenges and opportunities as a result of national,
regional and local drivers for change. The main ones are summarised below:

The Corporate Related Challenges that impact on the work of the Division are as
follows:-

¢ Community Strategy - there is a need to establish effective mechanisms {both
internal and external) for the development and delivery of the Community Strategy
which will ultimately shape the development of services and drive corporate and
setvice planning processes

e Council Finances - the Council has limited resocurces. Meeting the needs and
aspirations of service users will require creativity and innovation as well as hard
choices about levels of service delivery. The new arrangements for corporate and
service planning will help with decisions of this nature and support the
management of change and risk within the organisation.

o Best Value - although the Council's approach to Best Value is now well
established, many services have not yet reached the required quality, cost and
efficiency targets, They will require guidance and support from the Division to
achieve this.

s New Audit Code of Practice - the external auditors will now pay more aftention to
the Counci's arrangements for performance management as a result of the new

code.

s E-Government - this offers the opportunity of providing services to customers in
new and potentially more efficient ways. The challenge will be 10 ensure that
ceople who do not have access to IT faciiities are not disadvantaged.

LAy
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Policy and Best Value Division

33

3.4

4.0

« Corporate Governance - the fundamental principles of good corporate
governance are openness, Integrity and accountability. The challenge will be 1o
ensure that these principles are reflected in the Councif's relationship with the
local community, in service delivery arrangements, in structures and processes,
and in the conduct of councillors and employees. The Division will have a roie in
facilitating and supporting this approach.

The service related challenges are as follows:-

s providing a relizble and responsive service to cusiomers, especially internal
customers requiring help with Best Value and policy related issues

» continuing to improve arrangements for collecting, monitoring and reporting
performarnice indicator information (including making better use of IT systems)

« establishing robust arrangements to help the Council to respond to new policy
initiatives from Government and partners

» providing up to date and relevant guidance to Best Value Review Teams
« developing an effective consultation strategy

e supporting the emerging overview and scrutiny role

Opportunities

Most of the challenges identified in the previous sections will provide important
opportunities fo develop and deliver more customer focused and cost effective
services. Best Value provides an important catalyst for change. The Corporate Plan
and Service Plans will support this process.

BEST VALUE

The tables below show how and when the services provided by the Division will be
reviewed as part of the Best Value Process

Completed Reviews

None

Reviews Underway

None

&
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Policy and Best Value Division

Reviews to be commenced

7

Review Title Start Dats Services Covered
{yr)

Community Planning April 2003 Development of the Community
Strategy, promotion of 'well being’,
community involvement, partnership
working, linkages to regeneration,
community safety, measures (o
address social exclusion elc.

Corporate Planning and Aprit 2004 The development, implementation and

Communications monitoring of corporate policy
including performance management.

November 2001
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