Recommendations – Nov 06

	Recommendation
	Why
	Timeframe
	Owner
	Comments

	R1

Review the strategy of the NCP to take account of the new context for

Councils for implementing the transformation programmes

	The NCP will have a clear focus on their future direction.

	Next three months

Suggest will be written March - July
	Norfolk Connect Partnership
	Taking on Board Digital Challenge. Should revisit previous vision  and revise plus a draft action plan based on (a) customer focus (b) Transformational Government objectives 

Should identify role of NCP etc and role of other partnerships including LAA. 

	R2 

Norfolk Connect Partnership should evaluate the range of possible shared

investment opportunities across Norfolk Councils in customer access solutions such as contact centre facilities and customer relationship management systems

	The expected benefits of this recommendation are:

• increased efficiency of services; and

• increased ability of the NCP to demonstrate value for money to local

taxpayers.

	Next twelve months
	Customer Access Group / Norfolk Connect Partnership
	To de done after the other Recommendations are addressed.

	R3

Given the implementation of CICs and other local developments in relation

to front and back office arrangements, councils will need to consider how

they can track the impact and changes in efficiencies generated, if any.

This will be particularly important as more funding is accessed to support initiatives in this area.

	The expected benefits of this recommendation are:

• a clear focus and approach to generated efficiencies; and

• improved value for money.

	Next six months
	Customer Access Group
	Need to establish a common methodology for benchmarking unit cost etc linked to regional and national work. Then  agree strategy for monitoring and sharing data – possibly using the Data Observatory

	R4

Develop a county wide database or register of current system contracts and agreements within each council in order to forward plan for establishment of replacement contracts on a partnership basis.


	The expected benefits of this recommendation are:

• Greater focus on the impact of money invested in system contracts and agreements for NCP;

• Increased efficiency of replacement contracts on a partnership basis; and

• Increased ability of the NCP to demonstrate value for money to local taxpayers.

	Next six months
	Norfolk Connect Partnership / Regional Centre of Excellence
	Sean Lake to work with RCE and Regional Improvement Partnership who are also wanting to develop a register. Needs to include IPR issues (are we allowed to share material developed by suppliers). Janet to circulate a SOCITM report on this. 

	R5

Continue the development and standardisation across councils of use of

scripts or the web based information that is used to respond to telephone or

other enquiries.

	The expected benefits of this recommendation are:

• More efficient and effective delivery of services at the first point of contact;

and

• A clear understanding of residents views on services so that delivery can meet expectations.

	Next six months
	Customer Access Group
	Identify existing materials that could be used as well e.g. esd toolkit Scottish FAQ’s etc. 


