














Northern Ireland Citizen Interaction Centre

The Northern Ireland Citizen Interaction Centre (NICIC), in the Department of
Finance and Personnel, provides a virtual contact centre for the Northern
Ireland Civil Service (NICS).

A review of telephonist services between 2004 and 2005 concluded that:
customer experience was very poor; there was a high volume of abandoned
calls and handling times were too long.

An improvement strategy was developed which resulted in the setting up of a
Service Improvement Team. Greater stakeholder involvement was
encouraged which included consultation with staff and their representatives.
Relevant training programmes for staff and supervisors were also put in
place.

The overall improvement strategy has resulted in considerable improvements
in service and satisfaction levels. For example NICIC handles in the region of
400,000 calls per month. The average % calls abandoned has dropped
considerably and recent survey information has revealed that over 96% of
calls are now answered within 12 seconds.

Another one of the main outcomes was that NICIC began to provide ‘one and
done’ services for a number of key Agencies/ Departments. Today, these
include Planning Service, Land & Property Division, General Records Office
and the Department of Agriculture and Rural Development. NICIC provides a
wide range of services which includes form distribution, surveys, Avian Flu
advice and help in relation to the recording of births, deaths and marriages.

An example of a successful collaborative partnership is with the Planning
Service. NICIC worked in partnership with the organisation as part of a pilot
project in defining processes, collaborating on training and addressing areas
of concern. The benefits include: more efficient use of staff resources; prior
knowledge of cases before customer contact is made; response targets now
in place and general enquires are resolved at the first point of contact.
Following the success of the pilot the “Information Line” went live in July
2007.

Over the last few years NICIC has undergone radical change and will continue
to evolve as the NICS modernises and transforms. Their experience would be
of considerable benefit for staff involved in project management and
customer service improvement.

For further information on NICIC please visit their website at
www.dfpni.gov.uk/index/delivery-and-innovation/did-delivery/did-nicic.htm.

To book a place on any of the Best Practice Scheme events please visit
www.bestpracticeni.gov.uk. If you require further advice or assistance please
contact Catherine Harland on 028 9081 6032 or email to:
catherine.harland@dfpni.gov.uk.
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Northern Ireland Housing Executive

Housing
Executive

The Northern Ireland Housing Executive is a Non-Departmental Public Body
which has been in existence since 1971. The Housing Executive has a unique
role in Northern Ireland and is one of the province’s largest public sector
organisations, with a budget in excess of £600 million. The Housing
Executive’s strategic position, alongside its local presence, enables the
organisation to deliver quality housing services and regenerate
neighbourhoods, as well as contribute to better health, education and
wellbeing. In addition, its work with communities adds real value to decision-
making, service development and higher standards.

The Housing Executive uses the EFQM Excellence Model as the overarching
framework for managing its Business Improvement Strategy and has received
recognition for the quality of its services through a number of awards and
accreditations such as the Northern Ireland Quality Award, Charter Mark and
Investors in People.

During its Best Practice events the Housing Executive will focus on how the
organisation identifies and works with partners to manage its business. The
Housing Executive has developed a considerable number of successful
partnerships within the statutory, private and third sectors. In 2004 the
organisation introduced a new governance framework ‘Partnership Working
and Funding for other Bodies’ which was developed in consultation with the
Northern Ireland Audit Office. The framework (which was reviewed in 2006)
helps to ensure that the Housing Executive obtains value for money and that
robust controls are in place.

An example of an effective partnership, which will be highlighted during the
event, is The ‘Supporting People Programme’, which provides housing
support services to 15,000 people through a range of provider organisations,
many of which are in the voluntary sector. The overall aim of Supporting
People is to commission housing support services and integrate them with
wider local strategies in a multi agency and partnership approach that will
improve the quality of life and independence of vulnerable people.

Another highly successful example that will be highlighted is in relation to
‘Egan Contracts’. Since 2001, the Housing Executive has adopted the
principles of the Egan Report — a review of construction in the UK, which
advocated long term contracts and the development of good working
relationships to improve quality, value for money, health and safety and
timeliness.

These events would be of interest for people who wish to improve
performance through collaboration and working in partnership. For further
information on the Housing Executive please visit their website at
www.nihe.gov.uk.

To book a place on any of the Best Practice Scheme events please visit
www.bestpracticeni.gov.uk. If you require further advice or assistance please
contact Catherine Harland on 028 9081 6032 or email to:
catherine.harland@dfpni.gov.uk.
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Omagh District Council

Omagh District Council is the second largest district council area in Northern
Ireland, covering 440 miles with a population of around 48,000. The Council
currently has around 290 staff working from a number of locations throughout
the district.

Omagh Council has over the years achieved and maintained a number of
quality awards/accreditations, for example the Environmental Department has
ISO 9001:2000, Omagh Leisure Centre has the UK leisure specific award
QUEST and the Council has the corporate Investors in People award.

The Council will focus their events on Community Planning. The Review of
Public Administration recommended that Councils will take the lead in the
community planning process on issues that affect the lives of their
inhabitants.

The government is committed to ‘developing a reinvigorated local
government sector, with the local council at the heart of the community
transforming the social and economic life of the local area’.

The Department of Environment Task Group (sub group) defines Community
planning as ‘any process through which a Council comes together with other
organisations to plan, provide for or promote the well being of the
communities they serve’. The objective is to develop a co-ordinated response
to the identified needs of the population. The community plan will be
published ‘allowing the whole community to take ownership of it, as well as
assess how the Council and others are delivering against their commitments’.

Omagh was the first Council in Northern Ireland to formally enter into a
community planning process, launch a community plan and establish
partnerships. The process has been innovative and while in many ways the
plan and relationships between partners continues to evolve, the
organisations involved are already benefiting from the engagement.

During the events the Council will outline its approach to identifying,
developing and engaging with key stakeholders including elected members
and officers of Omagh District Council, Government departments, other
statutory partners, the private sector, the voluntary/community sector and the
wider community. They will also discuss their arrangements for monitoring
and implementing the plan.

For further information on the Council please visit their website at H
www.omagh.gov.uk. P4
Omagh

To book a place on any of the Best Practice Scheme events please visit
www.bestpracticeni.gov.uk. If you require further advice or assistance please
contact Catherine Harland on 028 9081 6032 or email to:
catherine.harland@dfpni.gov.uk.
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Ordnance Survey of Northern Ireland

ORONANCE SURVEY
OF NORTHERN 1RELAND

Ordnance Survey of Northern Ireland (OSNI) is an Executive Agency in the
Department of Culture, Arts and Leisure and is the official government
organisation responsible for supplying mapping and geographic information
for Northern Ireland. From April 2008, it will become part of the Land and
Property Services joining with the Rates Collection Agency, the Valuation and
Lands Agency and Land Registers Northern Ireland.

Through the CAMEO (Customer Access to Maps Electronically Online)
project, OSNI has developed its website to deliver its services electronically
by providing access to map data, products and licenses and enabling
electronic purchase for business customers and the general public. This
project is the first of its kind in the world of digital topographical data and it
has achieved recognition by winning the BT GoldenEye T Public Sector
Award in 2006.

The project was initiated in response to customer feedback in 2004, which
highlighted the need for an electronic commerce service to deliver a speedy
accurate service.

OSNI is building on the success of CAMEO by introducing GeoHub NI™. This
will provide access to geographical data shared by government bodies e.g.
the location of water pipe lines, gas pipe lines, electricity cabling, telephone
cabling and, potentially, ‘social’ data such as the location of older populations
etc.

There will also be significant advantages to government and to the citizen as
shared information enables better planning of services. One of the strengths
of GeoHub NI™ is that it has been developed in partnership with
representatives from local authorities, industry and the public sector.

There is considerable learning from the development of the CAMEOQO project
and the GeoHub NI™, not just about the streamlining of processes and the
delivery of government services by electronic means, but also about the
benefits of involving staff, customers and partners at all stages. Delegates at
the events will have the opportunity to share OSNI’s experience and to see
demonstrations of the two systems.

For further information on OSNI please visit their website at
WWW.0shi.gov.uk.

To book a place on any of the Best Practice Scheme events please visit
www.bestpracticeni.gov.uk. If you require further advice or assistance please
contact Catherine Harland on 028 9081 6032 or email to:
catherine.harland@dfpni.gov.uk.
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Roads Service

Roads Service (RS) is an Executive Agency within the Department for
Regional Development. As the sole road authority in Northern Ireland, it has
responsibility for over 25,000 kilometres of public roads, together with about
9,000 kilometres of footways, 5,800 bridges, 263,000 street lights and 370
public car parks. The Agency aims to ensure that the public road network is
managed, maintained and developed in a safe and efficient way. RS seeks to
continually improve its level of service through an ongoing programme of
review and stakeholder consultation.

RS holds a number of awards and accreditations and is currently the only
area within central government in Northern Ireland to hold the Quality
Standard - Mark of Excellence (2006). RS has also been designated as a
Centre of Procurement Expertise and its internal providers Roads Service
Consultancy (RSC) and Roads Service Direct (RSD) have been certified to ISO
9001.

Roads Service will centre its events on RSC which is a separately managed
business unit within the organisation. RSC will focus on an internal
Procurement Strategy Review which has resulted in new approaches which
provide value for money. This includes a collaborative partnering arrangement
with a private sector consultancy firm.

The thrust behind the new procurement strategy has been to reduce the
number of contracts, increase contract periods and value and to combine
multi-functions, within a tendering strategy that staggers the competitions
against a pre determined programme, to maintain competition and generate
value for money. Contract numbers have reduced from approximately 300 to
70, while multifunction contracts have been created and contract periods
have been increased from 1-2 years to 3-5years.

The strategy has resulted in efficiency savings; innovative procurement
practices; promotion of a partnering ethos; a non-adversarial approach in
procurement; the standardisation of procedures and a greater emphasis on
Quality Management.

In 2005, Owen Williams (OW) consultants were appointed as RSC’s partner to
assist with the delivery of the RS programme. OW work closely with RSC and
are involved in specialist areas were expertise and experience is not available
in-house. The partnership has also resulted in a two-way skills and
knowledge transfer which have further improved the capabilities of the
partnership and added to the ‘intelligence’ of the organisation.

For further information on Roads Service please visit their website at
www.roadsni.gov.uk.

To book a place on any of the Best Practice Scheme events please visit
www.bestpracticeni.gov.uk. If you require further advice or assistance please
contact Catherine Harland on 028 9081 6032 or email to:
catherine.harland@dfpni.gov.uk.
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St Columb’s College, Derry

St Columb’s College was founded in 1879 and is the North West’s largest
post-primary school with 155 staff and 1,500 boys aged 11-18. The school
has won a number of local and national ICT (Information and
Communications Technology) related awards and recently became the winner
of a National Training Award.

In 2004 the College embarked on a focused journey to develop learning and
teaching through ICT. The College is now recognised as a ‘beacon’ of good
practice in the use of educational technology and was recently cited as a
case study in a circular from the Department of Education.

To encourage and empower teachers in taking risks with their traditional
repertoire, the school introduced a staff learning programme. A core group of
teachers volunteered to act as ICT teaching support personnel and produced
a learning package: ‘Skill, Support, Collaborate, and Celebrate’ (SSCC).

An essential element of this learning package has been the sharing of good
ideas amongst colleagues. In a pioneering cross-community project for
example, they brought together, both on-line and in person, 15 teachers and
almost 200 pupils from 4 schools to learn, pilot and evaluate the Scholar e-
learning package for A-level sciences — earning recognition by the British
Educational Communications and Technology Agency (BECTA) for this work.

St Columb’s has created a learning culture where innovative strategies are
developed, disseminated and embedded and where teachers are confident
with technology in the classroom; lessons incorporate exciting digital, audio
and image literacy; pupils have improved ICT skills and choose more ICT-
related subjects and local employers have access to a more highly-skilled
workforce.

The focus of the learning activities will be on ‘making effective and innovative
use of educational technology in learning and teaching and taking risks’ and
‘building staff confidence in the use of ICT for improvement’.

St Columb’s have much to share and their events would appeal to people in
education and across the wider public sector who are involved in staff
development programmes or who wish to see excellent examples of service
improvement through the innovative use of ICT.

For further information on the school please visit their website at
www.stcolumbs.com.

To book a place on any of the Best Practice Scheme events please visit
www.bestpracticeni.gov.uk. If you require further advice or assistance please
contact Catherine Harland on 028 9081 6032 or email to:
catherine.harland@dfpni.gov.uk.
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St Joseph’s Primary School, Crumlin

St Joseph’s is a large primary school situated in Crumlin with 834 pupils (this
figure includes 104 nursery pupils). The school is an innovative organisation,
optimising opportunities to open doors for even greater development and
success. As a flagship school in NI they already disseminate good practice
throughout the education sector and beyond, nationally and internationally.

St Joseph’s have attained a number of awards/accreditations including:
Investors in People, ICT CCEA Accreditation and the Extended Schools
Award for Dissemination of Good Practice. The school is innovative and
creative in using a wide range of tools and approaches to enhance learning
and teaching.

The school is involved in the many areas of innovative practice and one of
their pilot programmes, Emotional Intelligence (El), has been extremely
successful.

Around four years ago the school was undertaking a major review of its
leadership and management structure and became very aware of the
importance of emotional intelligence in promoting effective leadership. A
unique and progressive approach was taken which involved developing new
strategies and processes resulting in the emergence of emotionally intelligent
leaders at all levels of the school.

Over the past 3 years they have built leadership capacity through this El
approach. The programme has contributed to successful outcomes and high
performance and has helped them prepare for their future where change will
occur in an even more rapid way and where emotionally intelligent leadership
will be the key to success.

This initiative has had a major impact on the whole school community and the
outcomes include: managing change is now integral to their ethos with
shared high level leadership throughout the school; creative strategic
planning is encouraged and targets are achieved; there are positive
relationships at all levels and teamwork and collegiality is operating at an
advanced level across the school.

St Joseph’s will host two events on this area and the programme will include
an overview of the link between developing Emotional Intelligence and
building leadership capacity.

For further information on the school please visit their website at
www.stjosephscrumlin.co.uk.

To book a place on any of the Best Practice Scheme events please visit
www.bestpracticeni.gov.uk. If you require further advice or assistance please
contact Catherine Harland on 028 9081 6032 or email to:
catherine.harland@dfpni.gov.uk.
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