IT & CUSTOMER SERVICES DIVISION
SERVICE PLAN 2002/2003

MONITORING REPORT

SERVICE DESCEIPTION

1.1

The Division is responsible for: -

a Co-ordinating the use of IT and achievement of E-Governmen: Targets
@ Support & Maintenance of IT Systemns across the Council

u  Maintaining the Council computer network and Telecoms Links

0 Central Administrative Services including main reception & printing
Services

ACHIEVEMENTS

2.1

2.3

f2
o

The IT & Customer Services Division is still less than 2 years old. In particular
the Customer Services unit had to bring together support and administrative
staff previously spread across a number of departments. It has been a key
achievement for staff in that unit to create an effective team that is
endeavouring to meet the support needs of a wide range of divisions

In the case of IT a key step forward has besn taken with the approval of both an
IT Strategy and [EG Statement. This has helped to identify the way forward as
the Council begins to modernise its computer systams both to address ths e-
government requirements and also the changing needs of systemn users.

This work has been supported by a comprehensive review of all council
systems to lock at whether they are in need of upgrade or repiacement. It is
also good te note that [T Staff are working closely with managers across the
Cotincil when they are considering new systems and to help guide them in their
chotce from an IT point of view.

Elsewhere IT staff have focussed their sfforts in developing the Council websiie
so that it is more attractive to council customers. The naxt challenge will be to
invoive managers across the council in using the website to provide a weaith of
information on council services.

With this new activity, it is important not to forget the day to day work, that has
continued with staff putting in great efforts to maintain gystems and ensure that
they are running effectively




AREAS FOR IMPROVEMENT

1

G

Over the next year (2002/3) key areas for improvement include

o Reviewing Council Complaints procedures to make it easier for service
users to provide feedback cn Council Services both positive and negative.

o Preparing for new Council Systems that will better meet the needs of
systams users

u  Continuing 1o develop the Councit Web-site as a source of information for
residents across South Derbyshire

o The {1 Division needs to look at how it can encourage members to make
greater use of IT

© Implementation of National Land & Property Gazeteer. This will ultimately
provide for on-line searches and the potential to notify one central database
of a change of address rather than a wide range of bodies as at prasent.

SERVICE DEVELOPMENTS

41

There were no specific service developments included for 1T & Customer
Services but the Division will play a key role in developing the following:-

o New Financial Information System

o Envirenmental Health management infermation system

BUDGET REDUCTIONS

51

52

The IT & Customer Services Division proposed a reduction in staffing within
Customer Services, which was accepted.

This will mean that the division will have less permanent resources to cover for
administrative work both within and outside the division. However attempts
have been made to ensure that staff within the division work in a flexible way to
provide cover for one another.

NEW/EMERGING ISSUES

6.1

o
b

There Is now a need to review the way the IT and Customer Services Division
following the departure of the previous [T & Customer Services Manager. This
is clearly anissue that will affect the whole division.

Elsewhere thinking and guidance on e-govemment is developing with the first
National Straiegy produced  The Council will need to look at hiow this affects its
exist IEG statement and preparations for e-government.




6

The Council has already looked to work closely with other council as a way of
introducing new systems in a more cost-effective way. Where appropriate. this
approach locks set to contirwig as we are encouraged to work more closely with
other Councils,

o83
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