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SUSTAINING PROGRESS

     KILKENNY COUNTY ENTERPRISE BOARD ACTION PLAN
	Commitment
	Specific Action
	Date
	Progress Achieved

(a no should be indicated where the deadline has passed without the action being achieved)
	If not achieved or did not meet commitment date please provide further details

	Customer Service*
	
	
	
	

	All CEBs will be required to commit publicly to service standards for their customers by publishing a charter of service standards and report on performance against these standards in their annual reports
	Publish a Customer Charter

Introduce and operate a new Formal Complaints Procedure  

Report on performance against Charter commitments in Annual Reports
	By Q1 2004

By Q1 2004

By Q3 2004
	Yes – copy attached as per ISO 9001: 2000 Quality Manual (Appendix 1).

Yes – copy attached as per ISO 9001: 2000 Quality Manual (Appendix 2).

Yes – a report on performance against the charter commitments will be included in the Annual Report for Kilkenny County Enterprise Board for the year ending 31/12/2003.

The Board also measures customer /client satisfaction on an on-going basis (e.g. client surveys; feedback from site visits; course evaluation forms; etc.), which are formally reviewed as part of the ISO 9001:2000 accreditation process.
	Published and in place.

In place and operational.

To be introduced in the 2003 Annual Report.

	Efficient Use of Resources**
	
	
	
	

	All CEBs will ensure the efficient use of resources by co-operating fully with the modernisation and change required to ensure that maximum value is achieved from all public expenditure in terms of defined outputs and outcomes
	Develop initial management reports, facilitating decision making and resource allocation

Establish CEB performance indicators to be incorporated into management reports
	By Q4 2003

By Q4 2004
	Yes – the CEO presents a Monthly Management Report to the Board at their monthly meeting. The report outlines progress achieved on projects and programmes approved under Measures 1 & 2 (sample copy attached – Appendix 3). Key issues raised are discussed to help facilitate better decision-making and resource allocation.

Yes – the Board have agreed a set of 12 key performance indictors (across Measures 1&2) and a progress update on same is included in the Monthly Management Report (sample copy attached – Appendix 4).
	Developed and operational.

Established.

	Business Planning**
	
	
	
	

	Create and maintain a specific business plan to include financial projections for the year ahead
	Draft an annual business plan

Financial projections should include budgets, cash flow projections, projected balance sheets and funding requirements


	Q1 Annually
	Yes – upon receipt of annual budget allocations, staff prepare annual operational plans for Board approval, based upon the enterprise action strategy 2001-2006.

Yes – upon receipt of annual budget allocations, staff prepare financial forecasts for Board approval under all budgets headings, to include cash-flow projections and funding requirements for Administration and Measures 1& 2.
	In place.

In place.

	Annual Performance targets**
	
	
	
	

	Where not already in place CEBs will introduce appropriate Annual Performance Targets to support implementation of the Business Plan
	Establish annual performance targets for the Board.  Performance will be evaluated against these targets
	Q1 Annually
	Yes – the staff make recommendations upon the targets under each of the 12 performance indicators for Board approval. A progress update on attainment of same is included as part of the Monthly Management Report at each Board Meeting, where the Year To Date performance is compared with the target and also actual achievement in the previous year. Key issues arising are discussed at Board and Staff Meetings and appropriate action taken as necessary to ensure all targets are met and where possible exceeded.
	Established.

	Performance Management**
	
	
	
	

	CEBs will introduce performance management systems for all grades within their organisation
	Design and agree a role profile for each employee setting out the key result areas and the objectives/standards required


	Q1 Annually (subject to a mid-term review)
	Yes – the role profile of all staff has been agreed (copy attached – Appendix 5.) A detailed schedule of staff responsibilities outlining the specific role of staff in each of the key duties and functions associated with the work of the Board has also been drafted. 

Key result areas and standards required by all staff in each of the functions listed are set out in their annual staff appraisal.

 
	Designed, agreed and reviewed annually.

	Human Resource Training and Development Plan*
	
	
	
	

	CEBs are committed to continued training and development for all staff

CEBs will ensure that they develop and maintain a human resource strategy


	Development of a training plan to provide targeted training and development.

Utilise the performance management systems to help staff identify training needs.

The training plan should relate directly to the business plan and should address all categories of employees.
	Q1 Annually (subject to a mid-term review)
	Yes – a training and development plan is agreed with each member of staff at their annual staff appraisal (as per the Training and Appraisal Procedure outlined in the ISO 9000: 2001 Quality Manual.) Implementation is of course very much dependent upon obtaining receipt of adequate funding from the Dept.

Yes – training and development needs of staff are reviewed on an on-going basis. However, each staff member also undergoes a formal annual staff appraisal, where their performance is reviewed and training and development needs are identified and addressed. 

Yes – the training plan relates specifically to training and development needs of staff in implementing the Board’s business plan. Staff also participate in the enterprise training and management development programmes offered to clients, in order to keep up to date with the latest relevant information.
	Developed and reviewed on an on-going basis subject to available funding.

On-going subject to adequate funding from the Dept.

In place.

	Annual Review Mechanism**
	
	
	
	

	CEBs will introduce an Annual Review Mechanism for all employees
	Such a review must take account of agreed role profiles and annual performance targets.  

CEBs must introduce individualised feedback on a one to one basis for all employees
	Q4 Annually
	Yes – a formal staff appraisal process has been introduced that reviews agreed role profiles and annual performance targets (as per the Training and Appraisal Procedure outlined in the ISO 9000: 2001 Quality Manual.) The purpose of the appraisal process is to: Monitor current performance; Improve future performance; Maintain standards; Assess potential; Develop individuals; Identify training needs; Recognise effort; Set and agree specific targets for the next 12 months.

Yes – feedback from the staff appraisal process is conducted by the CEO, signed-off by the Chairman and given to staff on a one to one basis.
	In place.

In place.

	New Technology and eGovernment**
	
	
	
	

	Where necessary CEBs should undertake systems analyses and/or Business Process Reviews to identify changes in work practises required to ensure that the benefits of new technology systems are maximised
	Implement any changes in processes and/or work practices identified by Business Reviews, where appropriate.

Continuous improvement of CEBs website

Continue to provide targeted training and development addressing the development and business needs of individuals and groups of staff, utilising e-learning systems where possible
	Q4 2003 – 2005

Monthly

Monthly
	Yes – the Board is ISO 9001: 2000 accredited and as such regularly reviews work practices at quarterly Management Review Meetings.

A comprehensive quality policy document is in place, which details the procedures and standards expected in each of the key business processes.

The Board also undergoes bi-annual audits of its business processes. These result in detailed surveillance reports from an independent auditor, highlighting preventative and corrective action that need to be taken to address issues that arise (as appropriate).

Staff continually review business processes to improve effectiveness. Staff also liase with fellow colleagues in other CEBs to review new technology systems and discuss best practice approaches to try to improve service delivery; communications; etc. 

Yes – the CEB web-site is updated on a current and on-going basis to reflect the latest supports, services, programmes and initiatives on offer from the Board. All queries generated through the web-site are processed in a timely fashion. 

Yes – the Board continually updates and adapts its range of core enterprise training and supports to ensure that they are customised to meet the development and business needs of client businesses. The Board will also investigate the introduction and use of e-learning systems where possible/appropriate.
	In place.

In place.

In place.

	Performance Management System**
	
	
	
	

	CEBs agree to input all data, as specified in Departmental circular 14/2002 at both project and county level in a continuous and timely manner
	Previous months data must be inputted by the CEBs on or by the last day of every working month
	Monthly
	Yes – all information relating to projects and programmes supported by the Board is input on the CEB-PMS system on an on-going basis by staff as appropriate. Any issues arising are discussed at the bi-weekly staff meetings.
	Operational.

	Equality**
	
	
	
	

	CEBs agree to continue to work to promote equality of opportunity for all staff 
	Continue to promote existing diversity and gender equality policies
	On-going
	Yes – the CEO will ensure that the Board and staff are updated upon gender equality policies.
	In place.

	Partnership**
	
	
	
	

	The CEBs are committed to building upon the structures that have already been established in order to deliver real improvements in performance at organizational and national level
	Working through the CEO Executive Committee and the various CEO Sub-Committees the CEBs will continue to promote internal and national dialogue and continue to consult with staff on key issues in the process of change and improvement
	On-going


	Yes – all issues raised and/or agreed at Association Meetings are addressed and/or implemented by the CEO. 

The Association also acts as a forum for the sharing of information upon issues of common concern to Boards. It provides a mechanism for formal and informal discussions, which help to ascertain best practice and approaches in improving service delivery and adapting to change. 

The CEO updates staff on issues arising at staff meetings.
	On-going.

	Recruitment**
	
	
	
	

	All CEBs will continue their commitment to open transparent recruitment
	All posts should be advertised and a short list of applicants, based on agreed selection criteria should be compiled

An interview panel of at least three persons should be appointed

Appointments and salary scale should be endorsed by each Board and be in line with Dept guidelines and Govt. pay policy
	On-going
	Yes.

Yes.

Yes.
	This procedure is adhered to.

This procedure is adhered to.

This procedure is adhered to.


SIGNED: ___________________________

SIGNED: ___________________________
DATE: _____________


   CHAIRMAN






        CHIEF EXECUTIVE

APPENDIX 1:
(from ISO 9001:2000 Quality Manual)

CLIENT CHARTER

The objective of the Kilkenny County Enterprise Board is to discharge the duties and functions entrusted to it by the Minister for Enterprise Trade and Employment and in accordance with the Operating Agreement signed between the County Enterprise Board and the Minister for Enterprise Trade and Employment in an efficient and professional manner.  The County Enterprise Board is governed by the “Code of Practice for the Governance of State Bodies” which ensures that CEB customers and the public in general are afforded an excellent service, decisions are made fairly without bias, CEB staff observe the highest standard of business ethics and ensure no actions of the CEB staff, shall ever weaken the publics faith in the integrity of the CEB.  This Code applies to Directors of the Board, Evaluation Committee members and employees of the Board. When you are dealing with the Board, staff will seek to ensure that you are fully informed of all services and supports and that you are facilitated in gaining proper access to these services and supports.

Courtesy and Helpfulness: You can expect that in all your contacts and dealings with the County Enterprise Board to be:
· at all times dealt with by the staff in a courteous and helpful manner;
· given the name of the staff member with whom you are dealing;
· directed to the appropriate staff member dealing with your enquiry.
Information: You can expect that in all your contacts and dealings with the County Enterprise Board to be:
· given full and accurate information in simple language in relation to any query you may raise.
Efficiency: You can expect that in all your contacts and dealings with the County Enterprise Board to have:
· your query dealt with in a speedy and efficient manner, while recognising the need to keep to the minimum any cost which you might necessarily have to incur.
Privacy and Confidentiality: You can expect that in all your contacts and dealings with the County Enterprise Board to have:
· all information, both personal and business, provided by you dealt with in total confidence.
Redress: You can expect that in all your contacts and dealings with the County Enterprise Board that any legitimate complaint regarding to: 
     (a)   the improper administration of the functions entrusted to this Board; or
(b) the manner in which an enquiry was processed;
will be dealt with speedily and sympathetically and in accordance with the Board’s Client Care and Complaints Procedures. These procedures are without prejudice to an individual’s normal rights in law or to any independent review systems that might be put in place. 
SIGNED: ___________________________
DATE: _____________


   CHIEF EXECUTIVE

SIGNED: ___________________________
DATE: _____________


   CHAIRMAN


APPENDIX 2:
(from ISO 9001:2000 Quality Manual)

CLIENT CARE AND COMPLAINTS

1.0
Introduction

This procedure ensures that clients (customers/project promoters) are dealt with in accordance with the KCEB Mission Statement and its Client Charter.

2.0
Scope

The scope of this procedure relates to all KCEB activities.

3.0
Definition

Client
= Any promoter, course delegate, visitor or other person who avails or wishes to avail of KCEB services and supports.

CE
= Chief Executive

BA
= Business Analyst

ES/MR
= Enterprise Supports Officer/Management Representative

 OM
= Office Administrator

 CAR
= Corrective Action Report

4.0
Responsibilities

The Board are ultimately responsible for the resolution of a complaint.  Other individual responsibilities are documented in the following paragraphs.

5.0
Client Charter

The KCEB Client Charter defines the level of care taken by and standards expected of KCEB staff to ensure that the client is properly dealt with. 

6.0
Complaints
Complaints may be received in person, by telephone or in writing to any member of staff. The CE will be notified of all complaints.

6.1
In Person or by Telephone
The complainant will be referred (in the first instance) to the person most able to resolve the complaint, where this person is not available the OM will record details of the complaint on a CAR and pass it to the person at the earliest opportunity.

6.2
Written Complaints
Written complaints will be passed to the CE for their attention and will be acknowledged by return. 
The CE will record details of the complaint on a CAR.

6.3
Resolution of Complaints
Should the CE and his staff be unable to resolve a complaint, or if the complainant is unsatisfied with the action taken, the complaint will be raised at the earliest opportunity with the Chairman and Board for their attention.

6.4
The complainant will be written to and informed of the fact. The MR will monitor complaints and the resolution of them and the CAR as per the Corrective and Preventive Action Procedures. Complaints will be reviewed at Management Review Meeting.

APPENDIX 3:
(Section of Monthly Report To Board.)

Training Schedule (Autumn 2003)

The Training Schedule for Autumn 2003 is currently being promoted with 78% of the 286 places available on 23 programmes currently booked.  Four seminars are also planned for the Autumn with a target of 80 participants.  A mail-shot of circa 2,000 people was circulated and 300 further people targeted electronically. The projected financial commitment under Measure 2 for the Autumn 2003 Training Programme is illustrated in Table 2.1.

Table 2.1 Autumn 2003 Training Programme

	Type of Programme
	Number of Progs.
	Number of Participants
	Amount committed under  Measure 2

	Seminars
	4
	80
	2,000

	Increase Website Position
	1
	6
	1,028

	Financial Training
	1
	12
	1,818

	Cash Collection – A Practical Approach
	1
	12
	718

	Interpreting Financial Statements
	1
	12
	638



	Funding Business Growth
	1
	12
	718

	Manual Handling
	1
	10
	711

	Writing a Business Plan
	1
	10
	618

	Customer Service
	1
	15
	1,726

	Employment Law
	1
	15
	2,102

	Time Management
	1
	18
	1,726

	People Management
	1
	15
	1,726

	Being Creative 
	1
	12
	1,208

	Idea Generation
	1
	10
	1,068

	Start Your Own Business 
	2
	41
	4,103

	Sales &  Marketing 
	1
	12
	7,448

	Sage Accounts
	1
	10
	6,345

	Health & Safety
	1
	12
	3,135

	HACCP
	1
	10
	2,840

	Growing Your Business
	1
	5
	6,643

	Maximise Your Profits
	1
	10
	1,900

	Payroll Function
	1
	16
	3,220

	Email & Internet Prog.
	1
	14
	1,578

	TOTAL
	27
	366
	55,107


Training & Management Supports 2003

The financial commitments for Training & Management Supports for the entire 2003 period are illustrated in Table 2.3
Table 2.3 Training & Management Supports

Financial Commitment for Year
	Type of Programme
	No. of Progs
	No. of Partici-pants
	Amount Committed

	Seminars
	7
	156
	4,779

	Being Creative 
	2
	30
	2,716

	Idea Generation
	1
	10
	1,068

	Start Your Own Business
	4
	74
	10,345

	Sales & Marketing
	2
	22
	15,195

	Financial Training 
	3
	40
	6,084

	Sage Accounts
	3
	30
	18.946

	Big Red Book  
	1
	10
	3,070

	Payroll Training
	1
	10
	3,524

	Technical Assistance
	1
	13
	7,288

	Mini Mentor 
	1
	47
	36,378

	PLATO
	1
	9
	24,125

	Health & Safety
	2
	23
	10,220

	Intro. To Computers
	1
	12
	2,313

	E-Literacy
	1
	8
	4,946

	Time Management
	3
	55
	5,423

	People Management
	3
	45
	5,333

	Maximise Your Profits
	2
	19
	4,800

	Payroll Function
	2
	29
	6,831

	Growing your Business
	2
	10
	14,425

	Website Position
	1
	6
	1,028

	Cash Collection
	1
	12
	718

	Interpreting Accounts
	1
	12
	638

	Funding Bus. Growth
	1
	12
	718

	Manual Handling
	1
	10
	711

	Student Ent. Awards
	1
	18
	14,771

	Writing a Business Plan
	1
	10
	618

	Customer Service
	1
	15
	1,726

	Employment Law
	1
	12
	2,102

	HACCP
	1
	10
	2,840

	Email, Internet,  Outlook
	1
	9
	1,578

	ENACT
	1
	5
	9,000

	Interreg III
	1
	10
	7,322

	EMEP Programme
	1
	3
	1,166

	TOTAL
	57
	796
	232,745


Autumn Seminars

A Seminar on PRSA’s was held in The Ormonde Hotel on 4th September last with 42 business people attending. The objective of the seminar was to explain what PRSA’s are and to outline employer’s legal obligations and employees’ rights and entitlements under this scheme.

Further seminars planned for the Autumn include: “Choosing Accounting Software”, on the 8th October. “Value of Continuous Business Improvement”  on the 13th November and “E-Procurement” on the 30th October at 4pm in The Ormonde Hotel.
EnACT 

5 Businesses from Kilkenny have applied to participate on this programme, and their applications have been endorsed by the Board. The main objective of the programme is to assist owner/managers access the expertise and technology transfer available within the third level colleges in the south east region. A unique aspect of the programmes is the bench-marking system.  

Snap-Shot Survey 

The Board circulated the entire client base with a survey in order to determine the key issues, which businesses are facing. The response has been good with 240 replies received, which represents 16% of the sample surveyed.  

The results of this survey will be circulated at the next Board Meeting and will help inform the design and content of the M2 Training Programme for Spring 2004.

Key Issues Arising

Staff are having to place a greater focus upon improving the percentage of M1 clients approved grant-aid participating on M2 programmes. 

There is little interest being generated in the proposed seminar upon Computerised Accounts packages, so this will have to be reviewed. 

APPENDIX 4
 Performance Indicators (from Kilkenny CEB Enterprise Strategy 2001-2006)

	Provide Business Information
	No. of Client Contacts

	
	No. of Business Information Seminars

	
	No. of Clients Attending Seminars

	Deliver Enterprise & Management Development Training
	No. of Courses organised & delivered

	
	No. of Clients Participating

	
	% Female Participants

	
	No. of new Programmes delivered

	
	% of Clients approved M1 in 2002/2003 participating in M2 Progs.

	Provide Specialist Support
	No. of businesses receiving mentoring

	
	No. of businesses receiving Tech. Ass.

	Provide Financial Assistance for business start-up and growth
	No. of projects supported

	
	% of Capacity Utilised

	
	% of projects being new business starts

	
	% businesses promoted by Females

	
	Potential No. of new jobs created

	
	% of total budget allocated towards F/S

	
	% of total budget allocated towards Emp Grants

	
	% of total budget allocated towards Refundable Aid

	
	% of total budget allocated towards Local Services

	
	Average Cost Per New Job Created


APPENDIX 5
Role Profiles of Staff

The Chief Executive is responsible for:

· the management of staff: sharing information, discussing workloads, providing guidance, delegating responsibility, giving constructive feedback and striving to ensure that all staff are highly motivated and challenged in their work; 

· the management of budget allocations and the preparation of operational plans to meet the strategic objectives of the Board;

· advising, influencing and making recommendations to the Board upon the formulation of enterprise policy and upon the allocation of resources, including the design and delivery of relevant support programmes in response to client needs;

· providing liaison between the Board and the Department and between the Board and the Evaluation Committee;

· making annual returns on behalf of the Company and acting as Company Secretary;

· raising the profile of the Board as the first point of contact for micro-enterprise;

· ensuring that effective systems and procedures are in place to monitor performance, facilitate financial management and safeguard Board expenditure;

· representing the Board on a range of local and regional organisations with a role and remit for enterprise development;

· levering additional sources of national and EU funding for local economic development initiatives.

The Business Analyst is responsible for:

· creating awareness of and promoting the Board’s Measure 1 – financial assistance supports;

· developing and supporting project applications for submission and presentation to the Evaluation Committee;

· preparing and presenting reports to the Board and the Department of Enterprise, Trade & Employment;

· representing the Board on a number of other agencies and organisations;

· providing advice and development support to small business owners;

· designing and organising the delivery of relevant training and management development programmes for owner-managers of micro-enterprises;

· drafting enterprise publications;

· deputising for the Chief Executive.

The Enterprise Supports Officer is responsible for:

· office management, supervising and organising work of Administrator;

· updating and preparing accounts for review by the Chief Executive;

· organising the delivery of ‘core’ enterprise training;

· drafting the minutes of Board meetings;

· ensuring prompt payments and preparing cheque payments;

· maintaining and updating the ISO quality manuals;

· preparing documentation for audit by the C&AG.

The Administrator is responsible for:

· general office duties including typing and filing;

· dealing with queries from the general public and maintaining a register of enquiries;

· maintaining CEB data on PMS system;

· organising and scheduling appointments for the Chief Executive and Business Analyst;

· drafting the minutes of Staff meetings

· liasing with Board and Evaluation Committee in advance of meetings.
*    New Requirement

* * Ongoing but now being put on a more formal and systematic basis


