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SUMMARY REPORT
Purpose of the Report
Summary

1. The Darlington/Stockton partnership went live on 1 May 2008 and the purpose of
this report is to present the fifth Xentrall Annual Report to Cabinet.

Summary

2. Xentrall Shared Services, the Stockton and Darlington partnership, was established
in May 2008 and is now half way through its original ten year partnership
agreement. It has now delivered all the efficiencies and main benefits outlined in
the original business case and, with the additional savings identified, it is on target
to make £13.6m savings over the 10 years of the partnership which is nearly
double the original target. The year on year saving, once all the efficiencies are
delivered, will be £2.6m which equates to 32%.

Recommendations

3. Itis recommended that the report be noted.

Paul Wildsmith
Director of Resources
Background Papers

No background papers were used in the preparation of this report.

Susan Reay Extension 157018
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S17 Crime and Disorder

There are no crime and disorder issues in this
report

Health and Well Being

There are no health and wellbeing issues in
this report

Carbon Impact

There are no carbon impact implications in this
report

Diversity There are no diversity issues in this report
Wards Affected The issues in this report apply to all wards
Groups Affected No particular groups are affected by this report

Budget and Policy Framework

The report does not propose changes to the
budget or policy framework

Key Decision

The report does not require a key decision

Urgent Decision

The report does not require an urgent decision

One Darlington: Perfectly
Placed

The subject matter of the report supports the
SCS

Efficiency The partnership will deliver significant savings
for the council and these are built in to the
approved medium term financial plan.
MAIN REPORT
4. Xentrall Shared Services, the Stockton and Darlington partnership, was established

in May 2008 and is now half way through its original ten year partnership
agreement. It has now delivered all the efficiencies and main benefits outlined in
the original business case and, with the additional savings identified, remain on
target to make £9.2m savings over the ten year period of the partnership.

Our Resources

5.

The original savings identified in the Outline Business Case agreed by Members in
November 2007 was £7.4m. Subsequent reviews, including a comprehensive
review of the ICT service in 2010, increased the projected savings to £11.4m.
Reviews of other services in both Councils, including the centralisation of
Communications, identified savings in their Design and Print budgets which had a
direct impact on the ability of Xentrall to hit its income targets for this service and in
March 2012 an adjustment of £314k per annum was made to the budget reducing
the overall savings for Xentrall down to the £9.2m which it is now on target to
achieve.

The financial situation in both Councils has changed significantly since the original
business case and there is now a requirement for Xentrall to identify further
savings. Proposals for additional savings have been approved in Darlington and
are subject to approval in Stockton on 12 June. With the proposed new savings the
total target over the 10 years of the partnership will rise to £13.6m which is nearly
double the original target. The year on year saving, once all the efficiencies are
delivered, will be £2.6m which equates to 32%.
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10.

The Creditors, Debtors and Payroll services are benchmarked for quality of service
and overall cost of the service, using the CIPFA benchmarking service. The unit
cost for all of these services has reduced every year and value for money continues
to be a focus for Xentrall. ICT services are benchmarked every two years using
SOCITM benchmarking service. There are some areas where costs are higher than
the average, but this was before the new infrastructure changes were implemented
which have had a big impact on the cost of purchasing and supporting ICT in both
Councils.

There has been a recent loss of income to the ICT service as services previously
delivered to Tristar are to be transferred in-house by the new parent company Vela
Homes. This has been managed through staff transfers and efficiency savings, but
potential loss of income remains a risk to Xentrall and will continue to be monitored
in future years.

Design and Print which has shown an income shortfall in previous years has
delivered against its income targets in the current year as a result of the
adjustments and restructure which was made last year.

Overall Xentrall has delivered an additional one-off budget saving of £100,000 in
the current year due to freezing vacant posts and additional income across ICT and
Design and Print services.

Our People

11.

12.

13.

Xentrall undertook a staff survey in September 2012 and 89% of employees
responded to the survey.

Net employee satisfaction is 77%. This is in line with previous years, which is a
good outcome considering the amount of change all the services have been
through recently and the continued uncertainty due to the need to make further
savings. Satisfaction with learning and development opportunities was also 77%
which is an improvement on the previous survey.

However there is no room for complacency and each of the service areas have
developed plans to tackle areas which were raised as concerns. The main issue
raised over all of Xentrall was the need to do something different with reward and
recognition and a working group has been established to look at this in more detail.

Our Customers

14.

15.

A customer satisfaction survey was undertaken across both Stockton and
Darlington customers in March 2013. The survey will be used to inform service
improvements. The overall satisfaction for Xentrall services was 80% in Stockton
and 76% in Darlington.

The satisfaction levels for all the services have remained the same as the previous
survey with the exception of Design and Print. Satisfaction levels for this service
have dropped in the last twelve months. The Head of ICT and Design and Print will
be looking at this in more detail but initial indications are that it is a combination of
new ways of working, that is all jobs routed through Communications, and reduced
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staffing levels, which combined mean that it is more difficult to respond to urgent
requests for work.

. Xentrall will be assessed in May along with the rest of Stockton Council for
Customer Service Excellence and is hopeful that this will be retained.

Our Business

17

18.

19.

20.

21.

22.

23.

24.

. Set out below are the main achievements / service improvements delivered by
Xentrall in the last twelve months.

Xentrall was a finalist for the APSE 2012 public sector partnership award.
An Internal Audit review of the Governance in Xentrall achieved Full Assurance.

The number of Academies continues to increase — Xentrall now has 23 with
another 5 in the process of going live and a further 5 to start working with shortly.
Xentrall has received positive feedback from all its Academies who have all
renewed their contract for a further year.

Three new self-service facilities have been launched this year:

(&) On-line Recruitment Packs in Darlington to reduce administration overheads
and improve responsiveness and information to managers

(b) Implemented - Your Miles Your Money - online car mileage processing
developed to generate efficiency savings by improving and automating a very
manual and labour intensive process saving valuable resource for claimants
and the Xentrall Creditors team. This service has been rolled out in both
Councils.

(c) ICT self service was launched in August and the take up of this service now
exceed the number of emails received by the service.

A combination of improvements, including the introduction of self service means
that the ICT service desk now answers 99% of all calls within 3 minutes and
incident resolution target has improved on previous years.

Network and Telephony support in Stockton was previously provided by
NextiraOne. As of August 2012 this service was successfully transferred to Xentrall
with a saving in the region of £300k a year to Stockton Council.

Print Consolidation project is now complete with all offices in Stockton and
Darlington using the new more cost effective multi-function printers. All the
expensive to run stand-alone printers have now been removed with the exception
of specialist equipment such as the plotters for Planning.
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Business Development

25. One of the objectives of the partnership was to expand the business where
appropriate and Xentrall has continued to look at options for increasing income to
the partnership and/or make further savings.

26. There have been a number of successes in this area:

(a) The development of a solution for Academies which has meant that Xentrall
has retained school business from Stockton and Darlington as they have
transferred to Academy status.

(b) Stockton schools finance team joined Xentrall in April 2012.

(c) More recently Stockton network team has transferred to Xentrall from a private
sector provider with significant savings to the Council and increased resilience
to the ICT service.

27. However it has not been successful in making any large scale changes such as
attracting another public sector partner.

Next Three Years
28. Xentrall's vision for the next three years is:

(a) Continue to improve our services
(b) Create value for Stockton and Darlington
(c) Tactically grow the business

29. The aim of this vision is to continue to identify efficiency savings in Xentrall and the
wider Councils; ensure that ICT and information systems are securely and
effectively utilised across both Councils; and, deliver additional income wherever
possible.

30. Additional savings proposals currently being considered by both Councils is in line
with the revised vision.

Outcome of Consultation
31. Regular customer feedback is undertaken as part of our service delivery quality

assurance process. Any issues identified are used to inform the Xentrall service
improvement programme. A full employee survey has also been undertaken.
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