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Collaborative Efficiency Programme Update

General Update

Since the last meeting on 28™ July 2009, the Programme Office has made progress with
each of the 10 priority service areas, providing a timeline of activity attached in Appendix
A.

In addition, the Programme Office has met with each of the Collaborative Service Group
members including Partners on an individual basis to understand what the current position
of each authority / Partner and ensure closer engagement in collaborative working, all of
which were positively received.

A CSG Away Day meeting was held on 23' September looking at progress to date,
opportunities, challenges and individual and collective actions. In summary, there is an
acceptance by the Collaborative Services Group (CSG) that there is a need to gain
momentum and give considerable focus and pace in moving forward with all 10 areas and
achieve a return on investment in both the shorter and longer term.

Service Area Update

Customer Contact and Social Transport

Both of these service areas were the first to be piloted for the Stage 1 activity to assess
the current “As-Is” status which completed in April 2009 and produced a Delivery Options
paper that identified 20 opportunities on both an individual and collaborative level.
Overall, authorities signed up to on average, 80% of the opportunities relevant to their
authority.

Since this time the main barrier has been obtaining financial information from individual
authorities in relation to savings. Furthermore, collaborative savings is a new area of
approach although work is expected to involve finance managers to identify these savings
and take this forward. However, this has not prevented progress in so much as high level
delivery plans have been produced and CSG members are signing off which individual
priorities will be taken forward in their authorities, attached in Appendix B.

The Programme Office are holding workshops during October with the Service Managers
to write the business plans for the collaborative opportunities which will then be presented
to CSG for approval in November.

A strategic customer contact group has now been established to drive both the visionary
work and pending future projects of this service area through to completion.
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Additional grant funding received to resource a collaborative opportunity within Social
Transport, “Shared Technology”, looking at a joint scheduling system with GMPTE.

Transactional Finance,

As an outcome of the work completed in the Customer Contact and Social Transport
areas, a key lesson learned was to engage with service managers earlier in the process
and obtain high level data that will inform and equally shorten the process for the “As-Is”
Stage 1 work.

This service area has recently completed the Stage 0, high level data gathering exercise.
This information will be used to hold workshops in October to identify potential
opportunities before moving immediately onto Stage 1.

A report on the outcomes of the potential opportunities will be presented to CSG in
November.

Transactional HR, IT Platform and Infrastructure, Collaborative Insurance and
Workforce Development

The scope of the work to be undertaken in all of these areas has now been agreed by
CSG;

Transactional HR — a sub group has been formed to progress this workstream, although
there is a potential delay in achieving the completion deadline of December 2009 due to a
request for additional funding at the next CSG meeting on 18th November.

IT Platform and Infrastructure — have commenced the Stage 0 data gathering exercise and
expected to complete in November.

Collaborative Insurance — have commenced the Stage 0 data gathering exercise and
expected to complete in November.

Workforce Development — preparations for Stage 0 work in progress with the Group,
expected to be agreed at the next meeting in October.

Adults and Children’s Services

Both of these service areas are currently defining their scope and will report back to CSG
once agreed.

Events to be held with both groups and the Programme Office to agree the scope.
VPMM

A delivery options paper to complete Stage 1 work has been produced and presented to
the group for discussion.

The final report is to be submitted at the CSG meeting on 18th November.
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Appendix A: Key Milestones 2009/10

A detailed project plan has been developed outlining the breakdown of specific tasks for delivering the programme until the end of this financial

year. The table below highlights the key milestones within this project plan.

Priority Service Areas

Service
Area

Customer
Contact

Stage of the
Delivery

Start Dates

Completion

Status

Impact on
delivery

Current Activity

January ‘09 March ‘09

Action Plan for | July ‘09 18 September Savings Each CSG member identifying efficiency

Delivering '09 for reporting information savings from individual opportunities and

Stage 2 to CSG 23 required to signing off priorities to be taken forward

September ‘09 produce business
plan and sign off | Nominations received from 6 authorities
for Delivery stage | and 1 partner to form the Strategic Group

Nominations received for Service Area
Champion, CSG to approve.
Workshop being held with Service
Managers in October to support first draft
of business plan for collaborative
opportunities
Meetings with Finance Managers to
capture collaborative savings to be
organised

Stage 2a— January '10 - March '10 - thc

Initiate the

Programme

Stage 2b — April '10 - tbc July '10 - thc

Deliver

Programme
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Service
Area

Social
Transport

Stage of the
Delivery
plan

Start Dates

January ‘09

Completion
Dates

March ‘09

Status

Impact on
delivery

Current Activity

Action Plan for | July ‘09 18 September Savings Each CSG member identifying efficiency

Delivering '09 for reporting information savings from individual opportunities and

Stage 2 to CSG 23 required to signing off priorities to be taken forward

September ‘09 produce business
plan and sign off | Workshop being held with Service
for Delivery stage | Managers and Partners in October to

support first draft of business plan for
collaborative opportunities
Meetings with Finance Managers to
capture collaborative savings to be
organised
Additional grant funding received for one
opportunity “Shared Technology” working
with GMPTE which will support dedicated
resource to ensure its success in delivery

Stage 2a— January '10 - March '10 - thc

Initiate the

Programme

Stage 2b — April '10 - tbc July '10 - thc

Deliver

Programme

Transactional | Scope defined | April ‘09 May '09
Finance
Stage O - pilot | June '09 July ‘09 Report Amended report being sent out to CSG

highlighting
individual
authority data to
go through new

members for sign off
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Service Stage of the Start Dates  Completion Status
Area Delivery Dates
plan
Stage 1 October '09 January '10
Transactional | Scope defined | June '09 July '09
HR
Stage 0-1 September '09 | December’09
IT Scope defined | May '09 July '09
Stage 0 September ‘09 | October ‘09

Impact on
delivery

sign off process
as agreed at
CSG away day.

Current Activity

Stage One will
now commence
in Nov

Workshops being organised through
Transactional Finance Group

Potential delay in
achieving
completion of
Stage 1 for
December

Request for additional funding to be
provided for next CSG meeting in
November

Follow up meeting with Strategic HR to be
organised to confirm governance and
links to other Groups i.e. Workforce
Development and Transactional HR

Stage 0 data
gathering
exercise will
impact on
timescales for
Stage 1 although
potentially
recoverable as
data may be
used for Stage 1
dependant upon
content and
quality

SOCITM data to be used for Stage Zero
data gathering and potentially Stage 1
commencing 1% October for approx 8
weeks.

Identify data capture for authorities not
using SOCITM data for Stage 0
completion

Meeting arranged with SAC to discuss
next steps and finalise Stage 0
documentation (Brief, Mandate & Stage 1
Delivery Plan).
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Service
Area

Stage of the
Delivery
plan
Stage 1

Start Dates

December ‘09

Completion
Dates

March ‘10

Status

Impact on
delivery

Current Activity

18 November ‘09

impact delivery of

Stage 0
timescales

define scope

Collaborative | Scope defined | May ‘09 July 09
Insurance
Stage O October ‘09 November ‘09 CIPFA data to be used for Stage Zero
data gathering
Stage 1 November ‘09 | January ‘10 _
Workforce Scope defined | May ‘09 July '09 Group completing preparatory Stage 0
Development information e.g. high level risks and how
to gather Stage 0 data
Draft Brief and Mandate in progress by
OD Sub Group. Actions and draft brief
and mandate for OD Group will be
presented in October for agreement and
sign off
Stage 0 November ‘09 December ‘09
Stage 1 February ‘10 April ‘10
Children’s Scope defined | Jul ‘09 October '09 Delay in scope Potential facilitated event with Directors
Services sign off will across the Children’s Services Group to
impact delivery of | define scope
Stage 0
timescales
Stage 0 December ‘09 March ‘10
Stagel May ‘10 September’10
Adult Social Scope defined October '09 for Delay in scope Potential facilitated event with Directors
Care reporting to CSG sign off will across the Adult Social Care Group to
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Service Stage of the | Start Dates Completion Status Impact on Current Activity

Area Delivery Dates delivery
plan
Stage 0 November ‘09 March ‘09
Stagel May ‘10 September’10 0
VPMM Stage 1 June ‘09 31 August '09 — Initial dates for Paper to be discussed at CSG in
moved from 31% Options paper November
July’09 (July’09) will
delay progress to | Group meeting on 29" Sept to discuss
Stage 2 first draft paper
Stage 2a — September ‘09 | March ‘10
Initiate
Programme
Stage 2b — To be To be confirmed
Deliver confirmed
Programme

Key to Stages

Stage 0 — Assess viability of the programme
Stage 1 — Identify improvement opportunities
Stage 2a — Initiate Programme
Stage 2b — Deliver Programme
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Appendix B

AUTHORITY OPPORTUNITY STATEMENT - SOCIAL TRANSPORT INDIVIDUAL OPPORTUNITIES

Bolton
Bury
Oldham
Rochdale
Salford
Stockport
Tameside
Warrington
Wigan

Manchester
Trafford *=**

IQW 01 |No longer specify transport provision in section 6 of
IQW 02 |Shift customer transport enquiry calls from transport
IQW 03 |Implement web forms for the capture of applications
for travel assistance, invoices from suppliers and
general transport enquiries

IQW 04 |Design and rollout a model of travel solutions e.g.
walking buses, walking with an escort, public
transport training, using other local community
transport providers etc. These solutions would be
agreed with customers as part of the overall care
assessment for both children and adults.  This
could include the collaboration and partnership with
GMPTA, GMPTE, Local Authority taxi licensing,
other community transport initiative etc.

IQW 05 |Train Care Assistants as Escorts and Drivers and
vice versa so that these resources can be fully
involved in daily activities of Day Care Centres

IQW 06 |Create an operational framework for greater
communication and transparency between those
teams assessing eligibility for transport and service
providers

ISO 01 |Integrate the provision of children's and adult's
transport

ISO 02 |Investigate feasibility of devolving funds to further
education organisations, special needs schools, or
appropriate collectives of schools (where transport
costs are relatively high) for transport provision.
Funds would be ring fenced to transport provision
only, and performance monitored.

ISO 03a |Use e-Procurement to purchase travel solutions
from third parties

ISO 03b |Use of e-Auctions

Total savings 0 0 0 0 0 0[ 250,000 25 0 0 631,000
Key
Opportunity being taken forward by Authority
Opportunity does not apply to the Authority | Overall AGMA wide savings | 881,025
Authority decision not to take the opportunity
* Rochdale are currently chasing update information
on their individual opportunities
L These savings have already been achieved
Hxk £2.6m net efficiency savings have already been

achieve in Trafford over the three years to Dec
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AUTHORITY OPPORTUNITY STATEMENT - SOCIAL TRANSPORT - COLLABORATIVE

Bolton
Manchester
Rochdale
Salford
Stockport
Tameside
Trafford
Warrington
Wigan

cQwo1 Create user groups led by AGMA Programme Office which would cover areas such as: Policy, Training, Routing systems, Operational

issues, Data capture

CQW 02 | Shared technology and associated knowledge

CSO 01 Develop a common financial and performance management process for application across AGMA

CS0 02 Design and implement a consistent transport policy and assessment process across AGMA

This policy would include eligibility criteria, an application and assessment process with an annual review cycle and appeals
processes. The policy would include co-location / devolved commissioner, SLAs, performance management, budget setting and
management processes, reporting requirements, travel solution options and guidance on concessionary travel etc.

CSO 03 Pool resources (e.g. spare vehicles), centralise activities, share operational infrastructure e.g. maintenance facilities etc. within
AGMA. Alternatively no longer have any spare fleet vehicles and contract an external company to provide on an ad hoc emergency
basis.

CSO 04 Centralise training function across AGMA

Link with Learning and Skills Council complement provision

Create a Training Academy covering: Driver training; training for Escorts; transport administration; scheduling systems; finance;
performance measures and path towards achieving and NVQ qualification.

The Training Academy could source external trainers as well as using existing local training skills to meet demand across the region.

CSO 05 Implement a common vehicle tracking system across AGMA
CSO 06 | Centralise the procurement function across AGMA
CSO 07

Build route scheduling knowledge to support the sharing of vehicles for cross boundary or out of region service delivery.
LTV 01 Outsource service delivery to a single AGMA wide private sector transport provider

LTV 02 Create a single AGMA wide commissioning function to incorporate: Social transport policy; Setting of eligibility criteria; travel
application assessment and processing and service procurement

Opportunity being taken forward by Authority
Opportunity does not apply to the Authority
Authority decision not to take the opportunity forwards

Collaborative Efficiency Savings

A workshop is currently being arranged to identify the efficiency savings that can be gained through the implementation of the collaborative opportunities. Financial representatives form authorities’ will
be involved in this work.

Barriers to delivery — Social Transport

e Current difficulties in identifying efficiency savings, makes identification of priorities and work planning difficult.

¢ Resources to deliver both individual and collaborative opportunities need to be identified. Capacity within authorities is limited and resources are being used to deliver in-house efficiency
programmes.

e Potential implications of the personalisation agenda are currently unknown. Authorities are reluctant to invest resources in delivering opportunities which may no longer be relevant once the
personalisation agenda has been implemented in their authorities.

e Current levels of maturity differ across authorities’, therefore ability to buy-in to collaborative opportunities also differs. This barrier can be overcome by having staged approaches to
iImplementation where authorities can buy-in to new developments at different stages depending on their state of readiness.

e Current policy differences across authorities may reduce levels of buy-in. Prioritising the opportunity to develop a consistent policy across AGMA may help over come this batrrier.

e Incompatibilities in systems currently in use across authorities, limits the sharing of technology and knowledge.

e Differences in procurement practices and relative position in relation to the procurement cycle may hamper joint purchasing and resource pooling. However working with the Procurement Hub to
establish framework agreements and a move to more consistent specifications should overcome this.
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AUTHORITY OPPORTUNITY STATEMENT - CUSTOMER CONTACT - INDIVIDUAL

centralise volume recruitment of staff
whilst increasing the number of
methods used

IQW 02 |Introduce a customer service specific
Business Continuity Plan
I

IQW 01 |Create standard recruitment
assessments for individuals and

QW 03 {Integrate CTI (Computer Telephony
integration)

IQW 04 |Introduce 0845 numbers for high
volume lines coming into Contact
Centre operations as part of a

corporate numbering strateg

IQW 06 |Implement web-forms and functions for
high-volume services.
Develop interactive web forms enabling
customer to directly submit required
information.
This opportunity should also be viewed
with strategic development in mind.

IS0 10 |A consistent telephone numbering
strategy needs to be developed for
each local authority
Consolidation of customer contact
numbers, use IP technology and IVR
lines would benefit the operations
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Web development work. Integrate
services into CRM with a 'my account'
option, increase the number of web
forms, online payments available.

Introduce measurement tools,
schemes and incentives for improved
performance management.

Utilise workforce management
appraisals, 360 degree feedback,
personal development plans and other
training opportunities to develop staff
effectively.

Introduce homeworking into Contact
Centre operations, providing staff with
access to telephony and ICT networks
from home.

This will provide more flexibility in the
service offered to customers.

Introduce a PayPoint facility for all
Authorities, allowing local payments of
bills be customers at a range of retail
outlets including newsagents,
convenience stores, supermarkets and
garages.

Customers are given a card which they
use to make Council related payments
such as Council Tax.

Alternatively bills are printed with bar
codes which can be scanned by the
outlet, removing the requirement for a
card.

Payment is then made and accredited
against the bill once the council has
received payment.

Most of these payments are made by

dsh
Co-locate face-to-face centres with
partners such as DWP, Job Centre,
PCT and Police Service

Target areas of failure demand and
avoidable contact in order to reduce
failure demand and overall call volume
by 5%

Implement an in-house CRM system,
developed and maintained by internal
ICT departments across AGMA,
working closely with customer service
departments to understand business
requirements

Opportunity being taken forward by Authority
Opportunity does not apply to the Authority
Authority decision not to take the opportunity forwards

Overall AGMA wide savings

1,963,789
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AUTHORITY OPPORTUNITY STATEMENT - CUSTOMER CONTACT - COLLABORATIVE

Bolton
Manchester
Oldham
Rochdale
Salford
Stockport
Tameside
Trafford
Warrington
Wigan

CQW 05 | Introduce both industry standard and AGMA wide Service Level Agreements and Key Performance Indicators within the Contact
Centre and other customer contact Points

Examples are 80/20; call duration; first call resolution; cost to serve measures

These to be based on Private Sector research, experience and good practice

CQW 07 | Joint Business Continuity Planning; share sites across the region in the event that contingency plans are required for any local
authorities. The collaboration would include the use of physical, technological and human resources

CQW 08 | From a collaborative approach to addressing upgrades and resolving issues associates with Northgate CRM

CQW 09 | Collaborate in the delivery of out-of-hours services across local authorities

CS0O 18 Effective and comprehensive customer profiling capability should be developed with capacity to identify customer segmentation within
the customer base.

Tools such as the ESD toolkit, predictive data such as Experian's MOSAIC data and an existing in house system developed by an
AGMA local authorities could all be utilised in order to provide a comprehensive profiling solution

Using in-house technology for profiling would: reduce operational support and development costs; enable the development of a
profiling system specific to the needs of AGMA local authorities with a public sector bias

CS0 19 Create a Training Academy and link with each local authority's local college to support with grant funding and create a multi-purpose
training environment

LTV Ol Implementation of a virtual collaborative Contact Centre

Key
Opportunity being taken forward by Authority

- Opportunity does not apply to the Authority
Authority decision not to take the opportunity forwards
Collaborative Efficiency Savings

A workshop is currently being arranged to identify the efficiency savings that can be gained through the implementation of the collaborative opportunities. Financial representatives form authorities’ will
be involved in this work.

Barriers to delivering opportunities — Customer Contact
The barriers outlines below have been consistent issues raised at various stages in the Customer Contact project,

e Current difficulties in identifying efficiency savings, makes identification of priorities and work planning difficult.
e Resources to deliver both individual and collaborative opportunities need to be identified. Capacity within authorities is limited and resources are being used to deliver in-house efficiency programmes.

e Current levels of maturity differ across authorities’; therefore ability to buy-in to collaborative opportunities also differs. This barrier can be overcome by having staged approaches to implementation
where authorities can buy-in to new developments at different stages depending on their state of readiness.

¢ Implementation may be reliant on other existing pieces of work within authorities such as their own improvement programmes and Value for Money activities.

e Incompatibilities in systems currently in use across authorities, limits the sharing of technology and knowledge, for example out of hours services.

e Differences in procurement practices and relative position in relation to the procurement cycle may hamper joint purchasing and resource pooling. However working with the Procurement Hub to
establish framework agreements and a move to more consistent specifications should overcome this.

e EXxisting partnership agreements may prevent authorities implementing at the same time.

e There is a perception that politics, particularly Member buy in is a barrier to implementing the opportunities. There needs to be strong communication that Members and CSG want the opportunities
implemented, to dispel this smokescreen.

e Some of the savings can not be identified as they sit with other enabler work streams such as Workforce Development and ICT
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