
Appendix 1
Improvement Service Audit Committee Meeting – 8th November 2010

Finance and Operations Report to 30th September 2010

Purpose

1. To provide the Audit Committee with the Finance and Operations update to 30th September 2010.
Summary Financial Position

2. The overall financial position of the Improvement Service for 6 months ended the 30th September is contained in Appendix 1 (revised format). We have spent £2.833M compared to a planned spend of £2.841M; this means we have under-spent by £7,930 on what we had planned to spend for 6 months of the financial year. We are forecasting a fully spent Budget on our core grant. However it is likely some specific grant funding will be carried forward into next financial year. 

3. Appendix 1 also presents the approved Budget and the revised Budget. The latter takes account of budget developments since the Q1 Audit Committee meeting. Movements relate to additional grants received and can be explained as follows:
· We received an additional £50,000 from Scottish Government for the Shared Services pension project.
· Grant funding of £2.7M for the Customer First programme in 2010/11 will be drawn down this financial year as RSG via North Lanarkshire Council.

Analysis of Financial Position

4. The key points highlighted are cross-referenced to a note in Appendix 1:

· Note 1 – We have committed to £85,000 of staff cost savings from 2011/12. £25,000 will be realised this financial year from KM and Shared Programme Support however it is our intention to spend this saving on further investment in core products i.e. A2L, PSLP etc. 
· Note 2 - The timing of the arrival of the additional Customer First grant and the nature of the work now required means that the development programme expenditure will extend into next financial year. A Budget virement will be actioned for next quarter to take account of this. 
Balance Sheet

5. Key balances as at 30th June are as follows:

WLC Creditor


£ 571,498
Bank Balance:
Current Account:

£542,633 
 

Short term Investments
£2,491,241


External Funds Update

6. We have secured £48,000 from the Equalities And Human Rights Commission to pilot the use of the Equality Measurement Framework with 4 councils and community planning partners    
Performance Reporting

7. The Programme Progress Report is attached as Appendix 2. As at the end of September the majority of deliverables are on target and there are no significant issues to report. 

8. The latest corporate risk register is contained in Appendix 3. As at the end of September there are no major risks requiring the Committee / Board’s attention. 
Recommendation

9. The Audit Committee are asked to:
· Note the financial position and operations update to 30th September 2010
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IS Core Grant - Financial Position Statement to 30 September 2010

 Approved 

Budget

Revised 

Budget

Planned 

Spend to 

Date

Actual 

Spend to 

Date Variance

% 

Variance

Year End 

Forecast Note

Income

RSG Funding

(1,710,000) (1,710,000)

(1,710,000) (1,710,000)

Expenditure

Staff

Chief Exec & Business Support 337,071 337,071 167,949 165,167 (2,782) (2%) 337,071

Shared Program Support 113,926 113,926 56,617 56,643 26 0% 113,926

1

Organisational Development 269,310 269,310 140,015 140,275 259 0% 269,310

Improving Outcomes 345,307 345,307 171,656 171,978 322 0% 345,307

Change & Transformation 119,491 119,491 59,706 58,773 (933) (2%) 119,491

Knowledge Management 215,995 215,995 107,464 106,789 (675) (1%) 215,995

1

1,401,100 1,401,100 703,407 699,624 (3,783) (1%) 1,401,100

Corporate

Corporate & running costs 323,475 323,475 144,888 140,743 (4,145) (3%) 323,475

Corporate Events & Communication 38,000 38,000 10,000 9,702 (298) (3%) 38,000

Website KM 77,425 77,425 38,713 37,982 (731) (2%) 77,425

Direct Programme Support (180,000) (180,000) (90,000) (90,000) 0 0% (180,000)

258,900 258,900 103,601 98,427 (5,174) (5%) 258,900

Programme

Contingency Reserve Provision* 50,000 50,000 0 0 0 0% 50,000

50,000 50,000 0 0 0 0% 50,000

1,710,000 1,710,000 807,008 798,052 (8,956) (1%) 1,710,000

* This provision will not be spent and has been transferred to the balance sheet contingency reserve
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 Approved 

Budget

Revised 

Budget

Planned 

Spend to 

Date

Actual 

Spend to 

Date Variance

% 

Variance

Year End 

Forecast Note

Income

Specific Grants

Planning Development (323,381) (323,381)

Change & Transformation (382,492) (432,492)

SCR Project (67,937) (67,937)

LG Benchmarking Project (36,000) (36,000)

Customer First (3,239,997) (5,774,986)

(4,049,807) (6,634,796)

Expenditure

Staff

Planning Development 60,000 73,471 36,968 37,264 296 1% 73,471

Customer First - Service Management 692,000 682,000 377,658 382,666 5,009 1% 682,000

752,000 755,471 414,626 419,930 5,305 1% 755,470

Programme

Planning Development 263,381 249,910 123,219 121,849 (1,370) (1%) 249,910

Change & Transformation 382,492 432,492 189,529 189,086 (443) (0%) 432,492

SCR Project 67,937 67,937 29,105 28,800 (305) (1%) 67,937

LG Benchmarking Project 36,000 36,000 21,000 20,811 (189) (1%) 36,000

 Customer First 

Operations 609,000 711,324 266,157 264,185 (1,972) (1%) 711,324

Lead Councils 1,938,997 1,971,162 915,166 915,166 (0) (0%) 1,971,162

Developments 2,410,500 75,928 75,928 0 0% 600,000

2

3,297,807 5,879,325 1,620,104 1,615,825 (4,279) (0%) 4,068,825

4,049,807 6,634,796 2,034,729 2,035,755 1,026 0% 4,824,295

Total 5,759,807 8,344,796 2,841,737 2,833,807 (7,930) (0%) 6,534,295

IS Overall Funding Position to 30th September 2010



APPENDIX 2 – PROGRAMME PROGRESS REPORT

Improving Capacity

Kate O’Hagan

	Project
	Deliverable
	Due Date
	Previous Status (%)
	Current Status (%)
	Activities this period
	Activities next period
	Risk Status
	Lead Officer

	Objective: Work in partnership with councils and other key public organisations to consider how best to support the need for development of strategic leaders across the wider public sector, sharing knowledge and development initiatives

	50%

	Public Sector Collaboration
	Priority Deliverable: We will work in partnership with other public sector agencies to formalise a collaborative leadership development resource that meets the needs of local government
	Mar 2011
	25
	50
	• Redesign of programme 100% complete
• Marketing material finalised and distributed
• 1st event held
• 2nd event planned
	• Ongoing work on individual modules 
• Ongoing work on collaborative inquiry strand
	G
	K O’Hagan

	Objective: Review and refine management development activities to reflect an increased focus on outcomes and collaborative leadership at local level, ensuring that the widest range of OD materials are available in e-learning, interactive and electronic format and on a responsive basis

	50%

	Blended Learning Resources
	Priority Deliverable: We will establish a baseline of leadership and management competencies across local government to avoid duplication, identify collaborative opportunities, facilitate sharing, provide a consistent means of articulation standards and create a national electronic learning repository.
	Dec 2010
	25
	50
	Held 3 material review workgroups attended by representatives from 13 councils and 1 other public sector organisation
	Identify stakeholders and other providers with whom to consider collaboration and partnership working
	G
	K O’Hagan

	 
	We will ensure that all councils have access to a cost effective and high quality suite of blended learning materials
	Mar 2011
	25
	50
	launch of A2L introduced at 2 taster sessions attended by representatives from 13 councils and 1 other public sector organisation
	Launch A2L on 5 November and continue the development and update of materials for A2L
	G
	K O’Hagan

	 
	We will establish a framework and processes to share leadership capacity and opportunities that are available within councils with the wider public sector community
	Mar 2011
	25
	50
	Master classes scheduled to support "train the trainer" to build local capacity
	Publicise master class with councils. 
	G
	K O’Hagan

	
	We will seek to enhance the content of management and leadership development activities to strengthen components relating to the effective delivery of major change and efficiencies
	Mar 2011
	25
	50
	A selection of materials from councils reviewed as possible materials to share for Management Modules
	Identify gaps in training material available
	G
	K O’Hagan

	Objective: Continue to deliver the Planning Development Programme, acting as a catalyst for improvements in the availability of relevant skills, knowledge and capabilities within planning services and establishing a basis for embedding better training and development practices

	50%

	Planning Development Programme
	Priority Deliverable: We will identify and deliver new and/or outstanding training and development requirements for staff and elected members with planning responsibilities.
	Mar 2011
	25
	50
	Series of events held in September.  Bookings placed for various in house events.  Full funding and prioritisation of Designing Streets training agreed
	Events planned with the key agencies.  Focus on promoting Designing Streets and on developing new events where possible.
	G
	K O’Hagan

	 
	We will identify opportunities to promote PDP materials and activities as an alternative or supplement to established professional and management development activities. We will develop a blended learning suite of materials for use within planning authorities, which utilises alternative, and more cost effective delivery methods such as self-learning resources and e-learning packages.
	Mar 2011
	25
	50
	Progressed e-learning for elected members 
	develop learning materials suitable for A2L including case studies, factsheets, workbooks and e-learning
	G
	K O’Hagan

	 
	We will support regional training partnership and explore other models for developing local capacity to address learning and development needs in planning authorities to ensure a sustainable legacy from the PDP investments beyond the life of the programme.
	Mar 2011
	25
	50
	Finalised 20 case studies and engaged further with the key agencies. 
	Further work with the key agencies, HoPS and on A2L to create a legacy from the PDP
	G
	K O’Hagan

	
	We will address the leadership implications of the evolving role of planning within the wider corporate context


	Mar 2011
	25
	50
	Preparation for mentoring scheme
	Preparation for mentoring scheme
	G
	K O’Hagan

	Objective: Support CoSLA and Councils in implementing strategic workforce planning and moving towards local government in Scotland being an employer of choice

	50%

	Workforce Planning
	Priority Deliverable: We will support councils to effectively integrate and align workforce planning with their strategic planning activities.
	Mar 2011
	25
	50
	Ongoing support to individual councils in relation to capacity building 
	Development of eLearning materials to support workforce planning
	G
	K O’Hagan

	 
	In conjunction with CoSLA, we will identify ways to utilise data gathered or held by other organisations and agencies.
	Mar 2011
	25
	50
	Established forum with all local government Sector Skills Councils. 
	Develop action plan with local government sector skills councils
	G
	K O’Hagan

	 
	We will support workforce planning capacity in councils through training, toolkit development, consultancy and support.
	Mar 2011
	25
	50
	Monitoring the joint development of the Aberdeenshire toolkit to support local workforce planning
	First edition of the Aberdeenshire toolkit/workbook for workforce planning.  Creation of workforce planning checklist for CIPFA
	G
	K O’Hagan

	 
	We will engage in the national skills debate and ensure the interests and priorities of local government are represented and incorporated.
	Mar 2011
	25
	50
	Agreed through the Reference group to progress regional workshops 
	Development of templates and toolkits to support local workforce planning
	G
	K O’Hagan


Improving Outcomes

Mark McAteer

	Project
	Deliverable
	Due Date
	Previous Status (%)
	Current Status (%)
	Activities this period
	Activities next period
	Risk Status
	Lead Officer

	Objective: Support councils and their Community Planning Partners in building capacity to fully implement their SOA

	48%

	Building Capacity/ Outcomes
	Priority Deliverable: We will support capacity building within councils and CPPs to fully implement their SOAs
	Mar 2011
	25
	50
	Raised the strategic issues which impede SOA delivery through discussion with SG at NCPG.                                                               Invited chief officers in health, police and fire to identify benefits of SOA approach and barriers to progress.              Raised poor quality of material for case studies of SOA good practice and progress with SOLACE.                    
Started development of the national web portal for all information and resources for outcome based working.
	Complete drafting of case studies of SOA good practice and progress, with overview report for COSLA, SOLACE and Scottish Government. Complete development of the national web portal for all information and resources for outcome based working.
	G
	B Christie

	 
	We will act as thought leaders in developing new and innovative service delivery models to secure delivery against local outcomes
	Mar 2011
	20
	40
	Identified potential CPPs for an outcome based budgeting project.                                Submitted funding proposal for an outcome based budgeting project to Scottish Government.


	Secure funding for outcome based budgeting project.
Investigate practicalities and implications of outcome based commissioning of services from voluntary sector.
	G
	B Christie

	Objective: Provide support for embedding the outcome focus in partnerships through the promotion of effective collaborative working between local government and it's partners

	50%

	Collaborative / Partnership Working
	Priority Deliverable: We will provide direct support to partnerships seeking to redesign and transform service delivery arrangements against their outcomes
	Mar 2011
	25
	50
	Follow-up sessions regarding use of Partnership outcomes tool undertaken with East Lothian CPP Working Group and D&G Poverty theme group.
	Further refinement of partnership outcomes tool to take place based on evaluation feedback and experience of piloting it. Linkages / consistency between the partnership outcomes tool and CPP PSIF to be determined.
	G
	A McGuire

	 
	We will provide direct support to themative level partnerships to rethink and reengineer their outcomes with respect to the outcomes set out in their SOA approach
	Mar 2011
	25
	51
	Ongoing delivery of IS/SCR project working with 5 local partnerships.  Various papers published on aspects of outcomes focused working. Ongoing work with RCSP.
	IS/SCR work with 5 local partnerships will continue to progress per detailed plans.  Renfrewshire work on children's outcomes will continue per detailed plans.
	G
	A McGuire

	Objective: Provide support to the embedding of the Public Service Improvement Framework (PSIF) and self evaluation more generally to councils and their partnerships to ensure the outcome focus is underpinned by robust performance management and self assessment

	50%

	PSIF
	Priority Deliverable: We will continue to develop and improve councils approaches to self assessment
	Mar 2011
	25
	50
	PSIF Framework and Guidance redrafted and published.  Delivered half day workshop on new framework and related guidance material - once for central and once for northern regions. Scheduled third and last peer review as part of pilot and commenced evaluation.  Launched mentoring scheme within the community.  Benchmarking group have identified common indicators and established process to follow for participation.  
	PSIF Review Event programme to be agreed.  Early adopters of mentoring scheme to be identified and project plan agreed to ensure structured approach.  Benchmarking group to meet to establish communication and materials for participating organisations.
	G
	S Gadsden

	 
	We will continue to work with LA audit and inspection bodes in aligning their frameworks with PSIF to support the reduction in burdens on councils
	Mar 2011
	25
	50
	Delivered presentation to HMIe inspectors on PSIF.  Social Work pilots' additional modules written and delivered for inclusion in PSIF e-tool system.  Learning event on BV2 and Equalities held in late September.
	Create new learning materials for Social Work PSIF practitioners.  Hold half day event on learning and outputs from Social Work pilots.  Meet with HMIE and councils to scope pilots for education services. Identify potential pilot council to use PSIF in preparation for BV2.  Publish evaluation report on success of BV2 and Equalities Event.
	G
	S Gadsden

	 
	We will share good practice developments from PSIF with non PSIF councils
	Mar 2011
	25
	50
	All councils invited to BV2 and Equalities event in September.  
	Arrange next round of six-monthly meetings with non-PSIF councils
	G
	S Gadsden

	 
	We will identify and support the adoption of effective tools and techniques to support effective and efficient service change and improvement
	Mar 2011
	25
	50
	First case study published in newsletter and on website.  
	Continue to contribute to work being undertaken by 'Improving Together' project and raise profile of outputs of project within PSIF partnership. Continue to develop PSIF case studies.  Commence evaluation of PSIF benefits.
	G
	S Gadsden

	Objective: Work to enhance the capacity of Local Government to incorporate improved governance and political leadership

	50%

	Elected Member Development
	Priority Deliverable: We will roll out the Elected Members CPD framework to those councils wishing to use it to support their elected members development needs
	Mar 2011
	25
	50
	Completed evaluation of Phase 1 and 2 of CPD Framework pilot project.  Piloted first e-learning programme on Promoting Change and Improvement. Launched CPD Framework to all councils in September.
	Contact councils to gauge the level of interest in adopting the framework. Support councils adopting the CPD Framework and establish CPD Framework Steering Group.  Develop additional notebooks and briefing notes. 
	G
	S Gadsden

	 
	We will implement the National Elected Member Development Strategy
	Mar 2011
	25
	50
	As above plus published report of the findings of the national survey on elected member development and contacted councils to request that they share training and development materials relevant to elected members to enable collaborative materials to be produced. 
	As above plus review the training and development materials shared by councils to identify areas for collaborative working.  Work with relevant stakeholders to develop materials for Elected Members on Board Skills. Launch e-newsletter for Elected Members.
	G
	S Gadsden

	 
	We will continue to deliver the elected members Masterclass series in partnership with councils
	Mar 2011
	25
	50
	Delivery of second phase of masterclasses completed.  Full evaluation undertaken. 
	Publish programme for third phase of masterclasses and commence delivery.
	G
	S Gadsden

	 
	We will ensure that all elected members have access to a cost effective and high quality suite of blended learning materials
	Mar 2011
	25
	50
	Launched CPD Framework in September 2010, which provides Elected Members with a range of blended learning materials such as PDF notebooks, exercises, case studies, briefing notes, online resources, reading materials and e-learning.
	Develop notebooks on negotiation skills, board skills and scrutiny and continue to publish Briefing Notes as part of the IS Elected Member Briefing Series
	G
	S Gadsden

	Objective: Support a culture of continuous improvement and effective performance management and efficiency within Local Government

	50%

	Benchmarking Project
	Priority Deliverable: Working with local authorities, we will establish a Benchmarking group covering key corporate and service areas including efficiency and productivity measurement
	Mar 2011
	25
	50
	Draft indicators plus supporting guidance complete. Data processing with SG has commenced 
	Launch and test framework
	G
	M McAteer

	Outcome Based Performance Management
	We will promote effective and robust approaches to outcome based performance management in local government and across partnerships
	Mar 2011
	25
	50
	Outcome Indicators Project Board has now approved 2010/11 workplan.
	Ongoing refinement of Menu to address data gaps.  Further promotion of Menu & Indicators Good Practice Note amongst CPPs
	G
	A McGuire

	Change Support
	We will provide support with respect to effective delivery of efficiency focused change activity, to local government and its partners
	Mar 2011
	25
	50
	Facilitation of reviews for East Lothian CPP, Dumfries and Galloway economic regeneration partnership, continuation of SCR and Renfrewshire projects
	Finalise CPP use of PSIF framework
	G
	M McAteer


Improving Practice

Mike McLean

	Project
	Deliverable
	Due Date
	Previous Status (%)
	Current Status (%)
	Activities this period
	Activities next period
	Risk Status
	Lead Officer

	Objective: Deliver a strategic KM approach which encourages knowledge sharing and the uptake of processes, tools, techniques and skills which will support self-improvement and self-assessment in local government

	50%

	KM Strategy
	Priority Deliverable: We will develop Knowledge sharing relationships with English/Welsh councils and Regional Improvement and Efficiency Partnerships (RIEPs) that have successfully delivered major change and efficiencies savings in both corporate and service based areas
	Mar 2011
	25
	50
	worked with Improving Together team to develop new website section.
	Launch new website section
	G
	M McLean / L Jenkins

	 
	We will collaborate to deliver a KM strategy for Social Services
	Mar 2011
	25
	50
	KM workshop with IRIS/NHS Education
	Further workshops and publicity
	G
	M McLean

	 
	We will deliver Joint Partner initiatives to teach local government staff how to use existing social media tools through an education programme (NHS/IS events)
	Mar 2011
	25
	50
	Organised secondment for Jamie to exchange materials with NHS Education
	Joint work with NHS education
	G
	M McLean

	 
	We will establish knowledge sharing links with other Improvement bodies with expertise in particular approaches (e.g. learn in NHS)
	Mar 2011
	25
	50
	Web 2.0 workshop, NESTA, IRIS, BT Futurologist and IDeA meetings planned
	Further work planned with SNH, Scottish Government, NHS
	G
	M McLean

	Objective: Provide a robust and useful website which provides relevant content and is a gateway to knowledge and tools of value to Scottish local government improvement and delivery of outcomes

	50%

	Website Development
	Priority Deliverable: We will deliver an improved IS website with reference material and signposting relating to change and efficiency best practice
	Mar 2011
	25
	50
	New e-newsletter, revised cop page, PSIF video, PSIF diary. CPD website updates – all sections now live
	Produce website user guide, revise web structure and graphics. Create critical success pages, search engine optimisation. Develop an events management system for the website
	G
	M MacKinnon

	 
	We will provide a journalist/reporter to capture and publicise local initiatives, making more use of narrative, stories and video
	Mar 2011
	25
	50
	Reports and publications produced for all teams within IS.. Video production now available. Major Planning Development Programme case study project delivered
	Use of video interviews and podcasts will be explored further. Regular news stories on work of IS and councils produced.
	G
	D Friel

	Objective: Encourage and support active Practitioner Networks/Communities of Practice which will enhance and accelerate uptake of leading practice across Scottish Local Government

	50%

	CoP Development
	Priority Deliverable: We will provide a range of Pro-Active CoPs for common areas of change within council programmes
	Mar 2011
	25
	50
	Advice provided in meetings and over the phone
	Developing self help videos
	G
	M McLean

	 
	We will target increased uptake of the online communities of practice site so that staff in Scottish councils are saving money by actively sharing and building on each other's knowledge and expertise
	Mar 2011
	25
	50
	Scotland had more new members than any other region in the UK year to date
	Plan to further develop case studies and further develop promotional material
	G
	M McLean / J Kirk

	 
	We will promote further investigate personalisation and customisation e.g. through applications such as iGoogle
	Mar 2011
	25
	50
	researched  applications for Local government
	Joint project with SOCITM to investigate North American market
	G
	M McLean

	Objective: Develop Scottish "Knowledge Hub". Increase the national and international resources and web content which we offer to enable access to a broader range of practice, experience and contracts for Scottish councils

	50%

	Knowledge Hub
	Priority Deliverable: Building on work commissioned by the IDeA, we will develop a vision for a Scottish 'Knowledge Hub', an online resource which seeks to create a trusted learning environment across the sector, where everyone can benefit from a shared understanding of what works and what doesn't
	Mar 2011
	25
	50
	Developed agreement with Scottish Government to participate in Hub development
	Plan the migration of existing communities onto the new platform. Establish Hub working groups with the IDeA
	G
	M McLean

	 
	We will provide increased guidance and direction to use Customer Insight tools
	Mar 2011
	25
	50
	Launched CSMT COP 
	meeting with Experian planned and investigation of LG sector
	G
	M McLean

	 
	We will acquire and manage a range of information services and support to ensure that the Improvement Service is an evidenced-based organisation
	Mar 2011
	25
	50
	Promotion of IDOX / Lexus Nexus
	Evaluation of existing subscriptions
	G
	M McLean

	 
	We will ensure the new CoPs will enable self evaluation and benchmarking
	Mar 2011
	25
	50
	Developed Questback Survey and Google Analytics code
	Will test evaluation within IS CoPs
	G
	M McLean


Improving Delivery

Paul Dowie

	Project
	Deliverable
	Due Date
	Previous Status (%)
	Current Status (%)
	Activities this period
	Activities next period
	Risk Status
	Lead Officer

	Objective: Support councils to enhance their capacity to effectively deliver the efficiency savings and other benefits from their change programmes

	88%

	Supporting Change
	Priority Deliverable: We will identify Critical Success Factors for delivering efficiency and other benefits from change through research and dialogue with best practice councils and other organisations
	Sept 2010
	70
	100
	Change Capability Framework completed and forming part of web resource
	Complete
	G
	D Amos

	 
	We will develop a change model to provide a framework for categorising change approaches, highlighting the relevant critical success factors for that approach, and provide signposting to support material for councils wishing to effectively pursue particular approaches
	Sept 2010
	40
	100
	Initial material completed
	Further narratives to be developed as an ongoing activity based on continuing research. Details of next research phase to be articulated and deliverables and timescales to be agreed
	G
	D Amos

	 
	We will provide targeted support for councils, change and programme practitioners to help them ensure the required critical success factors for change are being put in place
	Mar 2011
	30
	50
	Further enquiries and contacts invited through new Transformation Support Website
	With detailed proposals for a consultancy model being developed this should transition to BAU 
	G
	D Amos

	 
	We will establish joint working arrangements with the NHS Efficiency and Improvement programme and other relevant sector specific Improvement bodies/programmes, leveraging maximum impact from available expertise, resources and knowledge
	Mar 2011
	10
	10
	Contact made to NHS to open discussions and response awaited.
	Once response received scoping to be undertaken to identify areas of potential support available.
	G
	D Amos

	Objective: Continue to support councils who are proactively seeking to develop shared services initiatives as a component of their efficiency and service improvement programmes

	55%

	PINs
	Priority Deliverable: We will complete the transition to operational delivery of the Public Information Notices (PINs) Portal
	Mar 2011
	25
	50
	* Soft launch of live website underway and to plan agreed with 10 Sept Steering group.
* Hosting service with SNI completed in time to support Soft launch.
* Security arrangements and testing completed.
* Early adopting Councils mobilised for soft launch (Oct 2010)
* Live service Support and maintenance arrangements & SLA finalised.
* PINs marketing plan implemented.
* Financial drawdown completed (£93k), project forecasts, & costs on track.
	* Provide IS helpdesk support to live service.
* Follow through on implementation plan, and encourage remaining Councils join the PINs portal.
* Ramp up PINs marketing to drive Councils and latterly users to the site.
* Provide on demand site training and support to all Councils.
* Engage with other public bodies to extend the reach of the PINs portal.
* Continuously improve the portal to provide a wide reaching and optimum service while avoiding duplication of effort by Councils.
* Manage budget and resources to meet project objective and expectations.
	G
	B Harley

	Pensions Pathfinder
	Priority Deliverable: We will complete the Pensions Pathfinder project Phase two activity
	Mar 2011
	20
	50
	*Workstream Lead Officers agreed to take on roles. *       * All 11 funds signed-up to CIPFA benchmarking exercise and officer-designed service standards exercise                   * Officer analyst secured for admin workstream                    * PQQ and tender exercise completed
	* Lead Officer Group meeting to sign-off next steps                   * Procurement Process complete and supplier on board   * Survey published and responses gathered                 * CIPFA reports produced        *Service standards data gathered                                 * Analyst beginning work
	G
	A Ostroumoff –Croucher

	ELSB Payroll/HR
	We will support the South East Council ELSBF grouping (Edinburgh, East, Mid and West Lothian, Scottish Borders and Fife) to undertake an assessment of the options for a managed Payroll and transactional HR service
	Mar 2011
	90
	100
	Final report prepared for ELSBF.
	Decision to not proceed at this stage
	G
	P Dowie

	SS Initiatives
	We will provide a match making and brokerage service for councils seeking willing partners and with Scottish Government/other stakeholders/market to draw in funding/resources to support initial development of shared services opportunities for groups of committed councils
	Mar 2011
	25
	50
	DA now engaged with Clyde Valley Initiative
	DA continuing engagement with Clyde Valley. PD leading development of model exploring further opportunities
	G
	P Dowie

	

	We will support the assessment of council readiness for successful adoption of shared services and addressing of identified weaknesses
	Mar 2011
	20
	50
	First draft Assessment tool produced based on the Capability Model.  Work with Clyde valley
	Change approaches to be mapped to Assessment to make recommendations for minimum maturity levels linked to specific change activity
	G
	D Amos

	Objective: Directly support councils to work collaboratively to develop joint assets (policies, procedures, training, infrastructure etc) in areas of common change, to help reduce the timescale and cost of implementation

	77%

	Flexible and Mobile Working
	Priority Deliverable: We will provide direct support to councils working on flexible/mobile working change programmes, by providing staff members to work across councils and identify and reach agreement and funding for the development of joint assets (polices, procedures, training, infrastructure etc) that will accelerate and reduce the cost of change in each council
	Mar 2011
	20
	75
	Strategic case approved.  Delivery of phase 1 underway.
	Complete phase 1 delivery and widen partnership.
	G
	S Haston

	Collaborative Development
	We will provide a match making and brokerage service for councils working on common areas of change and where the cost and timescale for implementation could be reduced through collaborative development work
	Mar 2011
	25
	45
	Linked to Transformation Support Framework where change areas are mapped to change capability areas/summary of key areas of activity in England produced
	Brokering service offered as part of the Transformation Support Framework provision
	G
	D Amos

	Collaborative Development Model
	We will deliver a rapid collaborative development model, based on above experience and identified critical success factors from research into best practice, which can be used in other areas of common change activity
	Sept 2010
	90
	100
	Report completed and published
	Complete - this is the model used in the ELSBF
	G
	S Haston


Improving Delivery – Customer First

Paul Dowie

	Project
	Deliverable
	Due Date
	Previous Status (%)
	Current Status (%)
	Activities this period
	Activities next period
	Risk Status
	Lead Officer

	Objective: To establish the governance, management and funding to deliver Customer First the products and services.

	80%

	Develop CF Strategy
	Priority Deliverable: Under the direction of the new Governance Arrangement we will:
	 
	 
	 
	 
	 
	 
	 

	 
	1. We will integrate the existing development team into the IS and/or consolidate the team under a new set of management arrangements
	Sept 2010
	25
	100
	Review outputs for future proposals to operate a new management team structure and consult with IS colleagues involved
	Finalise team structure with agreed job descriptions, roles and responsibilities
	G
	P Dowie      J Kinney

	 
	2. Develop and present Customer First Programme’s business case in support of The Scottish Government’s Spending Review
	Sept 2010
	50
	100
	New governance arrangements to be taken forward with first meeting of sub committee of IS Board due in September 2010
	Initial and subsequent meeting of IS Board Sub Group for Customer First to determine programme priorities, resources, performance and management information requirements
	A
OCF3
	C Mair         P Dowie          J Kinney

	 
	3. We will develop a portfolio of projects, including self service and wider public sector exploitation, that can be strategically implemented under a 'design' authority model
	Mar 2011
	25
	50
	Discussion and agreement of priorities within the Customer First Operational Plan 2010/11 included within first meeting of new sub committee of IS Board
	Ratification of projects to determine way forward for a 'design' authority model
	A

OCF1
	P Dowie        J Kinney

	 
	4. We will review the number of suppliers who provide ICT goods and services to councils and the wider public sector and develop a rationalisation programme
	Mar 2011
	25
	45
	Review outputs from initial research and develop a strategy plan for taking forward the rationalisation programme
	Include outputs from Strategic ICT Procurement work commissioned by The Scottish Government within overall rationalisation programme
	A
OCF4
	P Dowie      T McHugh

	Objective: To deliver and sustain the ongoing service requirements including the management of service level agreements with partners and service suppliers for the local government/public sector owned national Information and Communications Technology (ICT) infrastructure

	55%

	Ongoing Delivery of Services and Products
	Priority Deliverable: Support and maintain Customer First products and services
	
	
	
	 
	 
	 
	 

	Citizen 
Account
	We will continue to provide an authentication service in support of a single customer record including change of circumstance and service transactions
	Mar 2011
	25
	50
	Renfrewshire Council plan to take forward the technical requirements into the new National CRM Lagan System Meeting with North Lanarkshire Council to assess process for potential re-use with other councils
	Ongoing technical requirements being developed within a wider service architecture improvement framework approach.  Data matching and cleansing project at North Lanarkshire has resulted in a success rate of 94% with investigation to take place on errors
	G
	T McHugh C Walker

	National 
Infrastructure
	We will continue to provide a hosted ICT platform through the national infrastructure providing a secure environment for authentication and validation of service transactions including portal services 
	Mar 2011
	25
	45
	Progressing activities around improving the National Infrastructure through delivering a web services model of service delivery and the use of Virtualisation technology
	Technical Roadmap being progressed to highlight operational requirements in support of a continuing secure environment that underpins the authentication and validation services 
	G
	T McHugh R Clubb

	OneScoltand
Gazetteer
	We will continue to provide support and extend the take up of the OneScotland National Gazetteer and the operating system.  Also as appropriate support the OneScotland Mapping Agreement and the NPLD project
	Mar 2011
	25
	45
	Review status of councils using the OneScotland National Gazetteer and report.   Continue to finalise technical requirements around web services for the roll out of NPLD 
	Uptake on OneScotland Gazetteer continues.  Key strategic meetings with Lagan around integration with OneScotland Gazetteer; Meeting with Royal Mail and Ordnance Survey around royalty payment; Meeting with Scottish Government and Ordnance Survey around addressing.  Establish working groups around the INSPIRE project
	G
	T McHugh   I MacKay  A Moore

	National 
Entitlement 
Card
	We will continue to provide support for the National Entitlement Card including the Scotland-wide Travel concessionary schemes and the Card Management System
Expand Young Persons card for Higher and Further Education and support the rollout of the S-Quid scheme
	Mar 2011
	25
	45
	Outputs of review on service provision to be issued.  Expansion Plan of other products and services ongoing.
	Procure New Supply of Cards – Technical specification has been developed with a target of end December 2010 for procurement phase.
	G
	T McHugh  S Bulloch

	Business Applications
	We will continue to support and maintain applications through the national infrastructure 
	Mar 2011
	25
	45
	Review the business applications that are supported through the national infrastructure and provide a status report 
	All business applications supported have been reviewed.  Planned changes to SLAs and support arrangements to be taken forward
	A
OCF5

OCF6
	T McHugh  

	National Infrastructure Platform
	We will replace and upgrade as required national infrastructure IT equipment
	Mar 2011
	25
	45
	Programme of National Infrastructure IT equipment for upgrading/replacement contained within Operational Plan 2010/11
	Technical roadmap to assist to determine upgrade/refresh programme for the NI estate.  Propose new centralised/virtualised data centre model being explored
	A

OCF5

OCF6
	R Clubb

	Gazetteer Management System
	We will deliver a new gazetteer management system
	July 2010
	100
	100
	Post Project Review on OneScotland Gazetteer solution to be conducted
	Post Project Review ongoing due to unavailability of required resources on leave/other priorities
	G
	I McKay

	Customer Satisfaction Measurement
Tool
	We will roll out the CSMT across the public sector
	Mar 2011
	50
	75
	Ongoing engagement with councils and other organisations on a programme of roll out.  Develop an Evaluation Strategy for CSMT
	Establish the Customer Satisfaction Measurement Tool’s business development priorities as a means of focusing support on extending its footprint 
	G
	M Brown

	Customer Service
Professional
Qualification
	We will continue to roll out the CSP Qualification
	Mar 2011
	50
	75
	Ongoing engagement with councils and other organisations on the expansion of the qualification.  Work to continue on the Diploma level qualification
	Publication of the independent study’s findings into the Qualification’s impact on candidates, councils and customers
	G
	M Brown

	Service Framework
	Consolidate the support framework, contracts, SLAs, policies , processes and reporting for ongoing service management
	Mar 2011
	25
	60
	Formalise new service support arrangements and revise performance reporting regime. 
	Service support arrangements in place also all SLAs with Councils/3rd Party Suppliers in operation.  Finalise performance reporting requirements
	G
	T McHugh R Clubb

	Objective: To work with a range of councils and other stakeholders to develop, deliver and promote a model of self service

	48%

	Identify Self Service Opportunities
	Priority Deliverable: Identify opportunities to accelerate self service and exploitation of the national infrastructure and CRM.
	Mar 2011
	25
	45
	Review outputs from CRM Lagan Diagnostic Study aligned with the wider discussion paper on self service opportunities and consult with key stakeholders
	Initiation of a review of the national framework agreement to ensure it reflects the programme’s future direction and priorities, including that of the implementation of a national self service model.  
	G
	M Brown

	Self Service Development
	Priority Deliverable: We will extend the self service model from the pilot councils across all councils and integrate as required with:
• OneScotland portal
• CRM (including registration and authentication)
• Citizen Account (including data and messaging into local CRM systems)
• OneScotland Gazetteer
• Change of circumstances 
• Oracle Web Services                    
• Local Authorities (pilots) 
	Mar 2011
	25
	45
	Identify across all Customer First activities where these are aligned with the outputs from the CRM Diagnostic Study, and the wider discussion paper on self service opportunities  
	Take forward Lagan Diagnostic Study findings to exploit Customer First products/services (Change of Circumstance, Citizen Account, Registration & Authentication) into their service delivery models 
	G
	M Brown     R Clubb     C Walker    I McKay

	Elected Members Portal
	Build and launch the elected members portal
	Mar 2011
	25
	75
	Induction and Training programme to be developed for wider engagement and adoption


	Conclude Members’ Portal design & build, systems and user testing
	G
	M Brown

	ORACLE Connectivity
	We will complete ORACLE web services connectivity between the national infrastructure and each local authority ICT infrastructure
	Mar 2011
	25
	45
	Complete a pilot roll out programme for planning and delivery of web services connectivity across councils


	Produce and communicate rollout plan for OWSM
	A

OCF4

OCF5
	R Clubb

	Network Integration
	We will provide all 32 Councils with single secure solution using the National Infrastructure to connect them to the UK Government secure extranet including expanding the network security within the national infrastructure


	Mar 2011
	50
	60
	Work with The Scottish Government and DWP to plan options to allow secure connectivity to the GSX for all councils
	Finalise and agree TOR for working group re Public Service Network in Scotland with Scottish Government
	A

OCF5

OCF6
	R Clubb     C Walker

	Data Quality Management
	Match and cleanse citizen account records and conclude links between GRO(s) and the national infrastructure
	Mar 2011
	25
	45
	Continue to work with Pilot Councils and other public service organisations to take forward a review on progress and take forward next stage in development plan


	North Lanarkshire Council have agreed to engage with QAS Experian (QASE) to run a 6 month project to match, cleanse and enhance NLC data.  
	A

OCF1

OCF2

OCF6
	C Walker

	Objective: To identify and implement opportunities to exploit the products and services that have been created by the Customer First/national ICT infrastructure initiative to meet wider local government and public sector requirements

	60%

	Transport Transaction Management System
	Priority Deliverable: In partnership with all councils, the Scottish Government and Transport Scotland, we will implement a new transport transaction management system
	Mar 2011
	25
	45
	Follow on discussion around key decision making requirements, specifying roles and responsibilities including actions and timescales
	Ongoing discussion around key decision making requirements, specifying roles and responsibilities including actions and timescales - subject to Spending Review outcomes
	G
	J Kinney    S Bulloch

	NHS Initiatives 
	Work with the NHS to expand the self service model to incorporate the NHS
	Sept 2010
	50
	90
	Plan to transition into live and roll out the service by sending out usernames and passwords to the participating citizens.  Presentation on project to be made to the NHS eHealth Strategy Board
	SCI-DC (My Diabetes My Way) - Go live with patient access to health care records related to their diabetes
	G
	C Walker

	Education
	We will Embed SEEMIS and Phoenix Education Management systems into the National Infrastructure and expand CMS to schools
	Mar 2011
	25
	45
	The development group will meet to plan the future road map for Phase 2 of development
	We will define Phase II functional requirements for the further integration of SEEMIS with the Citizen’s Account and the One Scotland Gazetteer
	G
	C Walker

	Government including DWP “Tell Us Once”
	Collaborate with National Infrastructure developments to align ‘Change of Circumstance’ Citizen Account model with Tell Us Once to create a UK wide public sector solution
	Mar 2011
	25
	45
	The Tell Us Once programme will re-use the Scottish National Infrastructure for the exchange of Change of Circumstance.  Dumfries and Galloway Council as an early adopter will be delivering the Bereavement Service 
	On production of the Tell Us Once delivery plan, a meeting will be scheduled with their Technical Architect to discuss re-use of CAS/SNI to support TUO business processes and technical architecture requirements
	G
	C Walker

	Public Information Notices 
	Provide technical support and advice for hosting PINS on the National Infrastructure
	Oct 2010
	75
	85
	Further engagement with Councils and suppliers around hosting support requirements and confirmation of system availability
	Implementation Plan including Training being rolled out.  Follow up meetings to be arranged with Councils.  Soft launch planned 18 October.
	G
	R Clubb  T McHugh   B Harley

	NEC System
	We will implement a major upgrade to the NEC system and expand usage across areas such as Young Person’s Rewards / Loyalty schemes; Kidz card; 18 plus age group
	Mar 2011
	25
	45
	Review activities around NEC online forms; Commercial travel purposes; Proof of Age Scheme (PASS) and Kidz Cards 
	Ongoing technical developments to facilitate changes required to the NEC system for expansion of services
	G
	S Bulloch   R Clubb     

	OneScoltand
Gazetteer
	We will work with The Scottish Government to deliver on national policy initiatives such as INSPIRE and Spatial Property Classifications as part of services from the OneScotland Gazetteer
	Mar 2011
	10
	20
	Discussions on policy options will produce documentation required to support some key decisions.  Implement Members Portal use of spatial information
	Awaiting agreement of governance arrangements between the Scottish Government, COSLA and the IS. Establish remit of INSPIRE theme groups – Admin Units/Geographic Name and Land and Property.
	G
	I McKay

	National Personal License Database
	We will work with The Scottish Government and local government to deliver a system that can meet data requirements to support changes to the Licensing (Scotland) Act 2005  
	Mar 2011
	80
	85
	Work with councils to develop data migration and web services connectivity procedures
	Activities linked to wider developments around Oracle Web Services within the National Infrastructure roll out plan
	G
	I McKay    D Smart


[image: image3.emf]Risk No. Date Raised  Risk Description

Risk 

Probability

Risk Impact Risk Priority

Risk 

Mitigation 

Type 

Mitigating Action Owner

C1

14-Jan-2010

Contact with stakeholders is not 

sufficient and regular enough to 

ensure they can fully benefit from 

our services.

2 2 4 Treat

Following Board away day the 

introduction of improved 

communications with council officers

CM

C2

14-Jan-2010

Funding for the Improvement 

Service from the next Spending 

Review is not sufficient.

1 2 2 Treat

Continued discussions, with Board 

members taking  a lead and active role 

in spending review discussions, 

promoting our efforts

CM / 

Board

C3

14-Jan-2010

Projects evolve with complex 

governance arrangements and 

multiple funding streams proving 

costly and resource intensive to 

manage effectively

1 2 2 Treat Simplify arrangements moving forward CM

C4

14-Jan-2010

Change projects consistently 

attract controversy 

1 3 3 Treat

Pro-actively identify and rigorously 

engage with relevant stakeholder 

groups

CM

C5

14-Jan-2010

The Improvement Service will 

cease to exist if we do not receive 

funding as part of the next 

spending review,  due to a lack of 

alternative contingency plans.

1 3 3 Treat

Prepare plans for cost recovery, 

charging / competing for work 

CM

C6

14-Jan-2010

Creation of delivery expectations 

that cannot be realised 2 2 4 Treat

Leadership and direction from Board. 

Engage more effectively with councils.

CM / 

Board

C7

29-Apr-2010

The organisation being pulled in 

different directions between 

national and local actions.

2 2 4 Treat Agree forward strategy

CM 

/Board

Table of Guidance

High 3 6 9

Medium 2 4 6

Low 1 2 3

Low Medium High

8-Nov-2010

8-Nov-2010

8-Nov-2010

8-Nov-2010

Next Audit Committee 

Review

8-Nov-2010

8-Nov-2010

8-Nov-2010

29-Nov-2010

29-Nov-2010

29-Nov-2010

29-Nov-2010

Next Board Review

29-Nov-2010

29-Nov-2010

29-Nov-2010

Risks will be reviewed quarterly

Risks will be reviewed quarterly

Probability

28-Oct-2010

28-Oct-2010

28-Oct-2010

28-Oct-2010

28-Oct-2010

28-Oct-2010

28-Oct-2010

Risk No.

Date Raised

Risk Description

Given that the risk occurs, what will be the likely magnitude of the impact. Please note H = 3, M = 2, L = 1 when carrying out calculations.

Person or organisation responsible for managing the risk or implementing the mitigating action

Impact

Unique identification number for the Risk - Format P-<project identity>-x where x is a number from 1

Date the Risk is identified and added to the risk register.

Detailed description of risk

What is the probability that the risk will happen. High > 50%, Medium 20-50%, Low < 20%.  Please note H = 3, M = 2, L = 1 when carrying out 

Risk Impact

Priority status (Probability * Impact)

TOLERATE = where nothing can be done at a reasonable cost to mitigate it or the probability and impact of the risk occurring are at an acceptable 

level.  TREAT = take action to control the risk to reduce the probability of the risk developing or limit the impact on the project.  TRANSFER = 

management of risk is transferred to a third party. The impact of the risk is now no longer an issue for the health of the project. TERMINATE = 

remove the risk by doing things differently. Countermeasures are put in place that either stop the threat or problem from occurring or prevent it 

having any impact.

Actions to reduce probability and/or impact of risk.

Risk Mitigation Type 

Mitigating Action

Owner 

Risk Priority

Next Board Review

Next Audit Committee Review

APPENDIX 3 - IMPROVEMENT SERVICE CORPORATE LEVEL RISK REGISTER



This Risk Register includes summaries of 'Red Risks' identified within Operational Level Risk Registers that it is felt necessary to bring to the attention of the Board and Audit Committee. Risk numbers 

without additional Operational Risk references link to  the range of programmes across the IS.

Next Corporate Level Review

Risk Probability 

Risks should be reviewed monthly 

Next Corporate Level 

Review

Risk Probablility


Paper No: A2010/04/02


Date of distribution: 29th Oct 2010


Presented by: LH/CM


Purpose: Discussion
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