MINUTES OF A SPECIAL MEETING OF THE IMPROVEMENT & DEVELOPMENT COMMITTEE

23RD FEBRUARY, 2004

Present

Councillor H.R. Jaffer (Vice-Chairman) – In the Chair

	R.V. D’Sa
	Mrs J.M. Pinkerton
	Mrs D. Turner

	P.R. James
	Mrs C.L. Spencer
	Mrs P. Weston

	Mrs V.J. Leighton
	
	Mrs J.M. Wood-Dow


Apologies Councillors: Miss M.M. Bain, R.B. Colison-Crawford, J.M. Fullbrook and A.P. Hirst 

In Attendance Councillor E. Searancke (Portfolio Holder for Corporate Services), Councillors: F. Davies, Mrs M. Hyams, J.D. Packman, J.D. Pinkerton, R.W. Sider and G.F. Trussler

Officers

Sue Sturgeon – Strategic Director (Support) 

Ann Davey – Head of Corporate Governance

Tim Kita – Head of Communications and Community Safety

Richard Wilkinson – Head of Customer and E-Government Services

Trevor Baker – Committee Administrator

Others

Martin Roberts – Steria Spelthorne Account Manager

Tony Fawcett – Steria Site Manager

43/04 minutes

RESOLVED that the Minutes of the meeting held on 22nd January, 2004, be approved as a correct record.

44/04 DELIVERY OF ICT SERVICES

The Committee at its last meeting called a Special Meeting following the expression of general concerns about the delivery of ICT services when it considered the Best Value Review of Support Services. The Committee had asked the Portfolio Holder for Corporate Services, the Head of Customer and E-Government Services and a representative of Steria (the Council’s FM contractor) to respond to these concerns.

The Strategic Director (Support) set the framework for the meeting and gave a presentation which outlined the ICT drivers for change.
The need to comply with Government Standard BV157 and the outcomes from Best Value Review of Support Services had identified a raft of initiatives and set out a blueprint to improve customer satisfaction leading to more effective and efficient delivery systems and reduction in costs.

In order to achieve this the Council needed the financial capacity to deliver and Spelthorne had secured £350k for 2004/05 from E-Government grant aid. There would have to be organisational change in the way the Council communicated with its customers. The vision was to transform services and not just provide a quicker delivery.  The approach to transforming customer service delivery would involve an ambitious and innovative application of ICT; offering 24-7 improved customer service; encouraging people to self-help, thus reducing costs, and removal of mundane practices, to improve efficiency. However, there would still be other options available for those people who did not have or want to use electronic access.  
Martin Roberts, Steria Spelthorne Account Manager, gave a presentation introducing Steria Ltd., a European Wide Company, the Council’s ICT contractor/partner which provided ICT management; strategic business and ICT consultancy; business process improvement; performance management and application design and development services.

This partnership, under a  5 year managed services contract from 1st January 2003, had already delivered a brand new network core installation; a new intranet and internet infrastructure; increased  network security, performance, availability and capacity, and significant improvement of ‘user satisfaction’ with ICT services. 

Steria had a local support network at Hemel Hempstead, providing systems integration, application support, business consultancy and specialist development and at Sunbury a data centre providing technical, unix system support and system availability monitoring. It also had Technical Resources based at South Buckinghamshire DC, Winchester City Council, Lewisham Borough Council, and application, unix, infrastructure and Technical Support at Bexley Borough Council. The presentation also gave details of project work being undertaken for Steria’s Local Government customers.

The Head of Customer and E-Government services gave a presentation in which he outlined the current and proposed ICT projects which included the web/intranet, a major project which had gone live in December 2003 and provided fundamental infrastructure for e-government and self-service by the public. Other projects involved property and GIS, finance and Human Resources, customer relationship management/workflow; document management & imaging; electronic forms; bookings, payments authentication and identification. These represented a wide range of projects most of which were inter-related and supported Customer Service Strategy and the Best Value Review of Support Services.

He believed that the Council had access to the necessary skills and resources through Steria and in partnership working with suppliers and Surrey e-partnership to implement and deliver a credible and high quality of service to the Council’s customers.
Following the presentations Members had the opportunity of putting questions to the relevant Officers which included issues relating to Members ICT and Web content and navigation.

The Head of Communications and Community Safety explained that whilst the new Web Site was up and running, there was a great deal of information still to be migrated and existing content to be improved and this was happening on an ongoing daily basis. 

The Head of Customer and E-Government Services indicated that a partial survey of Members had revealed that, apart from one or two, most were now satisfied with the Members’ ICT service.

At the conclusion of the meeting Members expressed their general satisfaction that the Council had the resources or access to such resources to deliver the proposed changes. 
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