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Introduction

This document is a Progress Report regarding the ICT Services delivered by the SRS and contains
the following sections:

- asummary of the SRS Strategic review

- astep through of each strategic aim and the deliverables.
- The updated RAG list of the agreed projects

- the SRS performance framework.

- future savings opportunities.




2. The SRS Strategic Review Progress

A strategic review of the SRS was approved by the Board in January 2013 to enable continuous
improvement, ensure the model is fit for purpose for 2013 and heyond and is positioned to deliver
the strategic objectives it set out to achieve.

The SRS strategic review is almost complete and we are in the process of building the project plan

and full list of actions that fall cut of it.
Same of the actions we have taken during the review include:

- Customer engagement sessions of front line staff, we have had large groups of staff from the
front line in Blaenavon and we have built an improvement plan out of that work.

- Internal staff survey. There were 66 returns into this survey out of 130 which is a hugely
positive number of staff. Over 50% completion is a very high number and gives a great
representative sample of staff feelings and views. The next step is to build an improvement
plan and timeline around the work.

- Internal staff forums

- Critical friend reviews of the structure of the SRS

- Progress around the TUPE issue

- Performance Framework document set created along with supporting SLA

- A comms role defined as part of the process

- Customer service training

- Taken partin a WAO review

- Stakeholder discussions {to take place between July 12 and July 31)

The next step for the review work is to wrap all of the different workstreams up into a single,
integrated improvement plan and allocate resources to manage and run it.

The plans will be discussed and finalised at the end of luly SRS Board.




3. Update on progress for strategic aim 1 - One SRS

The things we intend to do to improve:

- Implement single approaches to service provision including but not limited to a single
Service Desk tool, a single call centre, a single change management tool and a single projeci
management system.

o We have a ServicePoint review in July to define the next steps on a centralized, three
organization Service Desk tool. Progress needs to quicken to ensure the SRS can
bring the organisations together.

o Woe use a single project management mechanism in the SRS managed by a single
person and the output presented to the Management Team weekly.

- Develop single, common processes for incident, problem and change management for all
SRS partner organisations.
o  Woe now have a single change management process managed by a single person and
the output presented to the Management Team weekly.
o We are working to release a resource to run an 1S020000 project to develop single
processes right across the SRS.

- Implement LEAN reviews across the service to improve the experience of our customers.
o We have an ongoing LEAN project in the Service Desk area that will form part of the
strategic review project plan.

- Improve the level and frequency of customer communication.
o The COO sends out a weekly update that includes information right across the board
that has been defined and fine tuned from comments within the organisations.

- Manage the swing from reactive to proactive ICT provision.

o A realighment of resources will deliver a core team that focuses on proactive
monitoring and measurement of system performance.

How will we measure our success?




Update on progress for strategic aim 2 — “Hard, flexible infrastructure”.

The things we intend to do to improve:

Implement improvement activities to continually improve the reliability of the infrastructure
provided to all SRS partner organisations.
o The final pieces of the implementation of the replacement storage solution are
being put in place. We have had consultants on site in July to move the database
environment off the old storage and onto the new.

Implement common infrastructure standards. This will include but not be limited to a
combined, cross Authority storage solution, shared wireless infrastructure’s and shared VPN

/ BYOD entry points.
o Information Security is helping us with a project to deliver a cross organization

secure sharing solution.

Introduce a core infrastructure team to manage the core infrastructure and ensure a high
level of availability of the key operational functions.
o This is part of the realignment work ongoing.
o A combined on call paper is going to COT to agree, this will enable a set of
professional on call rotas across the SRS.

Implement recommendations from audits to improve the infrastructure in a timely fashion.
o The audit plan has been turned into a project document to ensure that ali audit
actions are being completed. This now also forms the back page of the weekly
update for tracking purposes.

To ensure the stability and increase the availability of ICT to all employees of the SRS partner
organisations.
o The storage replacement work has provided a more stable platform to work on.

Make systems highly available to enable SRS partners to operate effectively.

Make use of cloud technelogy where appropriate with a justifiable business case.

How will we measure our success?

2013-14 will be a benchmarking year for this measure to assess the current provision. 2014
onwards will then be driving an increase in performance.

Monitoring and driving continuous improvement in this area will increase the availability of

systems to our customers.




Update on progress for strategic aim 3 — “Alignment with bhusiness needs”.

The things we intend to do to improve:

Manage the Project Board process to ensure alignment with the corporate plan priorities
across each SRS partner organization and direct resource to meet the required demand.
o This is managed through the Gwent Police project board and the projects in the
following pages show the alighment with the corporate plan.

Continually review all sofiware and hardware maintenance spend to ensure it is current,
that it is required and if it can be risk managed.
o We have requested a mini BDG process to hold all software and hardware
maintenance owners to account.

Deliver any surplus capacity to SRS Business Solutions to provide an income stream into SRS
Public.

Continually review spend and ensure value for money through delivering projects from each
organisations innovation / creativity / cost savings list.

Reduce the cost of ICT support per user / per workstation through effective management of
all ICT resources and in turn the cost of ICT to the SRS partner organisations.

Achieve IS027001 accreditation.
© 15027001 accreditation has been achieved.

Deliver a controlled and successful programme of changes to the SRS partner organisations.
o The programme board is very successful in Gwent Police and all projects come
through that mechanism. The current list in the weekly RAG status is as follows:




Collabaration Projects

The collaboration work is managed through the JOINS project board group and the key piece of work
is to prepare the two Forces for the arrival of Niche in Gwent Police.

A considerable amount of work has been put in Paul Higgs, Andrew Williams and Andrew Dent have
worked long and hard to make sure that Gwent are in the best position possible to be ready for
Niche.

This has included connectivity, underlying infrastructure changes, desktop work, long hours
preparing systems and moving smaller collaborations such as Firearms into working facilities. This
has been a very positive piece of work that puts Gwent and South Wales Police at the forefront of
collaborative working in UK Forces.




Desktop Projects

Development Projects
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Implementation Projects

Network Projects
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Server Projects

How will we measure our success?

The following measures will be used to monitor the success of this strategic obhjective.
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6.

Update on progress for strategic aim 4 — “Capable, professional workforce”.

The things we plan to do to improve:
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- Implement a single professional development programme for all SRS staff.

- Ensure all staff have a goal and objective document for the current working year and that
they have a goals discussion with their direct line manager.
o The Worksmart documents have been agreed with the Assistant Directors and they

can now role down to their staff.

- Provide a training schedule based on the needs of the SRS partner organisations with a view
to improving the ICT competence of all staff.

- Drive down the average number of Service Desk calls per user through training, targeted
improvement and support.

- To ensure that SRS partner organisations employees have a good level of ICT competence.
o The SRS have built the survey ready to go out for assessment of staff competence
levels.

- To provide a service that SRS customers are satisfied with.
o We have carried out organisation engagement sessions and now understand what

the organisations want from us.

- Become the organisation of choice for current and prospective employees.

How will we measure our success?

The following measures will be used to monitor the success of this strategic objective.




7. Update on progress for strategic aim 5 — “Collaborative approach”.

The things we plan to do to improve:

- Work with the wider public sector to provide primary or secondary facilities for their existing

ICT provision.
o We have recently been gifted a national design for Welsh cloud. We are pushing
forward and looking at putting this into reality with a number of other public sector

organisations.
- Share key learning with the wider public sector.

- Develop the technology roadmap teo integrate all SRS partner organisations infrastructure’s
onto a single, common platfarm.

o We have just procured a storage solution for Torfaen and Monmouthshire that
aligns the technology used across all three partner organisations, this reduces the
breadth of technical skills required and it will be the first example that | am aware of
two Authorities having their entire organisation’s data stored on the exact same
equipment as another Authority.

- Increase the number of partner organisations within the SRS Provision.

- Increase the humber of SRS customers receiving services for Blaenavon.

How will we measure our success?

The following measures will be used to monitor the success of this strategic abjective.

13




8. Performance framework — monitoring the strategy

We will monitor the success of the strategy through a framework which is shown below and is going
through the Leadership Teams for sign off to be complete by the end of July.

The way in which we will ensure alignment between the SRS and the individual partner organisations
is by linking each SRS strategic aim into the individual organisational corporate plans and priorities.
The table below shows the way in which we intend to do this.

Crilleal Succass Facior Measuras

Target
sas | Gea | e | Teee

Crillca) Succes Factar Meajuras | Complels by | Accountabla

Targat

Critical Succass Faclor Measures Complete by Accoumable
sas | aea | Mec | Teac

e I

Target

rilleal Suceess Faclor Meawres SRS Strategic Alm Organlsallonal Straleglc Alms
sns | e | mcc | Teac

Complate by I Actomntabla
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9. Conclusion

This document has confirmed the following:

15

The SRS Strategic Review is well into its final stages and will result in a large piece of project
work that will form an improvement plan.

We have agreed the strategic aims and the deliverables that underpin them and we actively
link them to Projects within Force for our staff to understand how they are contributing to
organisational aims.

We have a forward facing SRS strategy and a project plan on what needs to be delivered
within Gwent Police as well as Torfaen and Monmouthshire that shows dependencies across
the board. The updated position of each of these pieces of work is included in the document.

We have finalised the SRS performance framework that will show how our projects and
work support each organisations “corporate plans”.
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