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Comments:



1.

 Delays in recruitment of staff and finalisation of

    new Certified Agreement.

2.

 Budget may not reflect sitting pattern and

    delays in receipt of printing purchase orders.

3. 

General underexpenditure on suppliers.

4.

 Budget to be adjusted for depreciation of the

    Hansard Production System.

CLIENT SERVICES GROUP

PERFORMANCE REPORT FOR FIRST QUARTER 2000-2001

Summary Report
Introduction

This summary report provides consolidated and comparative information on our performance for the first three months of the financial year 2000-2001 (July–September 2000) and should be read in association with the 2000-2001 CSG Performance Measures Progressive Report.xls available on ParlCom under CSG Performance Data.

This report is something of a milestone in that we now have sufficient data to hand to make direct comparisons with material collected in the same quarter of the previous year. Also, in keeping with our desire not only to satisfy statutory reporting requirements but also to provide data relevant to business decisions made within CSG, many changes have been made to the look of the performance measure report spreadsheets.

Much of the cost-effectiveness information is now directly linked to Financial Services’ costing report. As a result, changes made by FS will automatically flow into the PM report. These updates will be immediately apparent to those of you with access to the senior management team drive. For those who view the report on ParlCom, the changes will be reflected when the link to the SMT drive is updated. From the beginning of the current financial year, both the high level Output Group results and the Output results have been presented on the same spreadsheet.

Each month the report will be expanded to include the last month’s results. This facilitates ready reference across measures of interest. Where available, representative measures from the 1999-2000 financial year are also shown. For the budget conscious, there is also a Year To Date (YTD) indication of ‘variance to budget’ for some broadcasting and transcription full costs. Selected Output Group measures can be viewed as charts. These too, will expand as additional months of data are recorded.

Transcription and Broadcasting  

Both chamber and committee hours broadcast and transcribed are well down on the July-September quarter last year. The Olympic games held in September largely accounted for this result:

1st Qtr 1999-2000 – chambers (401 hrs), committees (672 hrs)

1st Qtr 2000-2000 – chambers (234 hrs), committees (446 hrs)

The committee:chamber balance was 66%:34%, a slight departure from the 60%:40% balance that has been established over the last six years.

The overall chamber transcription error rate for 1999-2000 was 7.53 errors per 100 pages. For the 1st Qtr 1999-2000 the result was 5.90 errors per 100 pages. The 1st Qtr 2000-2001 rate came in at 6.33 errors per 100 pages – a consistently good result.

Chamber transcript error rates for this quarter are:

· 3.12 per 100 pages for Senate (6.2 overall in 1999-2000)

· 7.12 per 100 pages for the House of Representatives (8.21 overall in 1999-2000), and

· 12.93 per 100 pages for the Main Committee (12.01 overall in 1999-2000).

· Based upon overall pages transcribed and errors recorded, the combined chamber transcription error rate was 6.33 per 100 pages.

Client Liaison

The ‘under one hour’ rate of resolution of Client Liaison calls in Infra averages an impressive 81.3% across the quarter. (DPRS-wide, the ‘under one hour’ figure is around 61%).

Cost of provision of IT consultancy services stands at $304/hr. This is less than half of the overall figure recorded for the last financial year ($675/hr).
One Output Group measure that we have, to date, been frustrated in our efforts to examine is that of electronic community access to parliamentary proceedings. It is hoped that, with the recent acquisition of an updated version of a web ‘hit’ analysis product – Webtrends – we will soon be able to provide accurate details relating to such access to parliamentary sites. Webtrends also promises the ability to analyse logs from last year and we hope to utilise this feature to produce reports retrospectively from the relevant 1999-2000 data, thus creating a longer term basis for trend analysis in the future.

2000-2001 – Some 1st Qtr Highs & Lows

In July 2000, as in July 1999, all ‘costs per hour’ relating to broadcast and transcription appear unbelievably high. The reason is that these activities attract costs regardless of activity – low, or no, activity – and the costs skyrocket. This phenomenon is unavoidable and is dictated largely by the sitting pattern. This aspect of parliamentary sittings has to be recognised, and the YTD figure which incorporates all the monthly highs and lows tends to provide a more even and useful result.  

August produced the highest number of client contacts during the quarter – 4,146 IT-related phone calls were made to Client Liaison (this figure does not include calls of a Broadcasting or Transcription nature). 

Calls to Hansard System Administration showed a slight downward trend across the quarter - 1052 in July, 957 in August and 891 in September. Not too much should be read into this result, but, hopefully, it indicates an improvement in performance and understanding of the Hansard Production System.  

Committee transcript error rates have been unavailable since the new Hansard Production System (HPS) went into production. Indeed, many of the reporting functions of the system are still being refined and implemented. It is hoped that soon we will be able to extract this data without the need to resort to manual collation and interpretation, as we are having to do now. 

The chamber timeliness indicator in the Output Group report is calculated as an average across the range of transcript types specified in the Output report – from the initial ‘pink’ and ‘green’ drafts through to the final electronic and hard copy weekly Hansards. This figure will be of little benefit as a performance indicator until the production delays currently being experienced – particularly with the weeklies – are resolved. At present the more detailed Output results will provide a better picture of performance in this arena.

The committee timeliness indicator, which relates to a single product – a proof committee transcript – is an easier figure to track. This quarter, 100% of transcripts were delivered within the agreed time. (The overall 1999-2000 financial year result was 98.43%).

89.4% of House of Representatives ‘greens’ and 95.1% of Senate ‘pinks’ were delivered within standard during the quarter. (The ‘greens’ figure includes Main Committee results. It is hoped that the HPS will be soon modified to enable discrete reporting of this component). Results for the first half of the 1999-2000 financial year were 94.4% for House of Representative ‘greens’, 89.8% for Main Committee ‘greens’ and 94.4% for Senate ‘pinks’.

The fact that timeliness of pinks and greens overall has remained almost identical to the performance achieved this time last year, despite system problems, is a credit to Hansard staff.

1st Qtr YTD direct and full costs, based on full accrual costing, for broadcasting and transcription: 

Direct Costs (per hour)

Vision services

$466    ($320 overall in1999-2000)

Audio services

$285    ($197 overall in 1999-2000)

Chamber transcription
$2,402    ($2,341 overall in 1999-2000)

Committee transcription
$1,104    ($1,143 overall in 1999-2000)

Full Costs (per hour)

Vision services

$2,566    ($1,784 overall in1999-2000)

Audio services

$1,250    ($709 overall in1999-2000)

Chamber transcription
$4,940    ($3,677 overall in1999-2000)

Committee transcription
$3,386    ($2,270 overall in1999-2000)

· As an interesting aside, in the CSG Costing Report Analysis – September 2000, Judy Konig comments on the significant contribution of TSG cost centres to some Broadcasting activities. Of the full cost of vision services per hour to the chambers, roughly 93% is contributed by TSG cost centres. Other comparisons include, Vision – Committees (87% TSG) and Audio – Chambers & Committees (57% TSG). These figures justify the emphasis the department is now placing on the strategic acquisition, maintenance and replacement of system assets.

ParlInfo and WIPI (web interface to ParlInfo) usage results for the 1st Qtr are set out below.
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Comments:



1.

 Delays in recruitment of staff and finalisation of

    new Certified Agreement.

2.

 Budget may not reflect sitting pattern and

    delays in receipt of printing purchase orders.

3. 

General underexpenditure on suppliers.

4.

 Budget to be adjusted for depreciation of the

    Hansard Production System.


The Client Services operating statement for the period ended 30 September 2000 is also attached. Actual total expenses of $3.086m were 22% under the budgeted figure. We are currently 46.5% underspent on the budgetary allowance for printing (See Comment 2. below) and 26.4% overspent in the area of Depreciation and Amortisation (See Comment 4. Below). It is anticipated that the year to date variances will reduce as the year progresses.

The break up of costs in the costs-by-type pie chart for the first six months of the year is fairly consistent with previous statements. The two major areas of expenditure are still employees - 63% of costs, suppliers - 11%. Printing at 2%, however, is down on the last report (8%).
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Operating Stnt

		Client Services Operating Statement

		for the period ended 30 September 2000

						Year to date												Full year

						Actual		Budget		Variance		Comment						Forecast		Budget

						$' 000		$' 000		%								$' 000		$' 000

		Expenses

		Employees				1,965		2,636		25.5%				1				9,789		8,852

		Printing				174		325		46.5%				2				1,300		1,300

		Suppliers				327		398		17.8%				3				1,592		1,568

		Depreciation & amortisation				306		242		-26.4%				4				967		967

		Net loss from sale of assets				0		0		0.0%								0		0

		Resources Received Free of Charge				244		285		14.4%								1,140		1,239

		Capital Use Charge				70		70		0.0%								281		281

		Total expenses				3,086		3,956		22.0%								15,069		14,207

		Revenue from independent sources

		Sale of goods & services				88		50		76.0%								200		200

		Net Gain from Sale of Assets				0		0		0.0%								0		0																				Employees				1,965

		Other Revenue from Independent Sources				2		15		-86.7%								60		20																				Suppliers				327

		Total revenue from independent sources				90		65		38.5%								260		220																				Depreciation				306

																																								Resources Free				244

		Net cost of services				2,996		3,891		23.0%								14,809		13,987																				Printing				174

																																								Capital Use Charge				70

		Revenues from Government

		Ordinary Annual Services				3,641		3,642		0.0%								13,524		13,524

		Resources Received Free of Charge				283		285		-0.7%								1,140		1,239

		Total Revenues from Government				3,924		3,927		-0.1%								14,664		14,763

		Operating result - surplus/(deficit)				928		36		2477.8%								-145		776

		Key Financial Performance Indicators

		Employee cost % Total expenses				63.7%		66.6%										65.0%		62.3%

		Printing cost % Total expenses				5.6%		8.2%										8.6%		9.2%

				Legend:

				Favourable

				Unfavourable

				Negligible variance or not material



Comments:

1. Delays in recruitment of staff and finalisation of
    new Certified Agreement.
2. Budget may not reflect sitting pattern and
    delays in receipt of printing purchase orders.
3. General underexpenditure on suppliers.
4. Budget to be adjusted for depreciation of the
    Hansard Production System.
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Costs by Cost Type



		Example Agency

		Operating Statement - Summary by State/Division

		for the period ended 30 September 1998

								Year to date												Full year

								Actual		Budget		Variance		Comment						Forecast		Budget

								$' 000		$' 000		%								$' 000		$' 000

		Operating result - surplus/(deficit)

				NSW				5		15		-66.7%				1				10		10

				Victoria				10		(10)		-200.0%								15		10

				Queensland				(30)		(25)		20.0%								(15)		(15)

				Western Australia				(30)		(10)		200.0%				2				10		15

				National Office				(40)		(13)		207.7%				3				(40)		(20)

		Total Agency Operating Result						(85)		(43)		97.7%								(20)		-

				Legend:

				Favourable

				Unfavourable

				Negligable variance



Comments:

1. Delays in recruitment of staff and finalisation of
    new Certified Agreement.
2. Budget may not reflect sitting pattern and
    delays in receipt of printing purchase orders.
3. General underexpenditure on suppliers.
4. Budget to be adjusted for depreciation of the
    Hansard Production System.
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		Qld		Qld
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		National		National



Actual

Budget

State Operating Results - Year to Date



$'000's

Coments:
1.  NSW - poor results compared to budget due to decreased revenue as a result of competition from private
     sector.  With the launch of our new advertising campaign, this situation should be reversed in later months
     thereby leaving the forecast in line with original budget.
2.  WA - poor result due to the loss of income from YYY
3.  National - unfavourable performance due to blow out in corporate services costs.
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