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CLIENT SERVICES GROUP

PERFORMANCE REPORT FOR THE SECOND QUARTER 2000-2001

Summary Report

Introduction

This summary report provides consolidated and comparative information on our performance for the 2nd quarter of the financial year 2000-2001 (October–December 2000) and should be read in association with the 2000-2001 CSG Performance Measures Progressive Report.xls available on ParlCom under CSG Performance Data.

Some minor changes have been made to the layout of the Performance Measures spreadsheet. These changes are a result of a workshop held in October last year attended by CSG Directors and other interested parties. These, and other modifications soon to be implemented, are intended to ensure the data provided is both accurate and even more relevant to business decisions made within CSG.

Transcription 

There was more chamber activity and less committee activity this quarter compared to the same quarter last year. Both areas were busier this quarter than for the 1st Qtr 2000-2001 particularly in chambers. (The Olympic Games in October were in large part responsible for the lower 1st Qtr chamber tally):

2nd Qtr 1999-2000 – chambers (343 hrs), committees (570 hrs)

2nd Qtr 2000-2001 – chambers (476hrs), committees (462hrs)
1st Qtr 2000-2001 – chambers (234 hrs), committees (446 hrs)

This quarter’s chamber:committee balance was 51%:49%, something of a departure from the 40%:60% balance that has been established over the last six years.

Chamber transcription error rates for this quarter are:

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

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

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

· Based upon overall pages transcribed and errors recorded this quarter, the combined chamber transcription error rate was 5.56 per 100 pages (7.53 overall for 1999-2000). The 2nd Qtr 1999-2000 result was 8.39 errors per 100 pages. This quarter’s result, therefore, is a positive one and shows the Main Committee figures approaching those recorded for the House of Representatives chamber. 

Broadcasting

Hours of chamber proceedings broadcast in the 2nd Qtr were more than double those for the 1st Qtr (476 compared to 234) and November’s Estimates helped to almost double the number of Senate C’tee hours covered (235 compared to 139). House of Representatives C’tee hours were similar both locally and interstate but the number of interstate Senate C’tee hours dropped sharply from 140 (1st Qtr) to 55 (2nd Qtr). Client Specific Broadcast Services, which include things like Pieces to Camera and Press Conferences, almost doubled in the 2nd Qtr. The decline of activity within the House over the Olympics period, and the sharp upturn of activity in December (which included a flurry of 47 Audio Visual jobs), help account for this contrast.     

Client Liaison

The ‘under one hour’ rate of resolution of Client Liaison calls in Infra averages 79% across the quarter. (DPRS-wide, the ‘under one hour’ figure is around 66%).

Cost of provision of IT consultancy services across the quarter stands at $196/hr. This is down on the 1st Qtr result and less than a third of the average figure recorded for the last financial year ($675/hr). The average unit cost across the quarter for Help Desk calls is $28 ($24 in the 1st Qtr) and average for classroom training has also risen from $486 per day in the 1st Qtr to $874.

2000-2001 – Some 2nd Qtr Highs & Lows

Not surprisingly, November (the month with the greatest chamber and c’tee activity) produced the highest number of calls to 2020 – 3,979. The 2nd Qtr total (9,334) was almost identical to the number of calls received in the 1st Qtr (9,339).
Committee transcription error rates have been unavailable since the new Hansard Production System (HPS) went into production. Figures dating back to last January are currently being collated manually and will be fed into the HPS once it is given the ability to readily assimilate them. A number of other desirable reporting functions are being looked at and will hopefully be implemented soon. 

Again this quarter, 100% of committee transcripts were delivered within the agreed time. (The overall 1999-2000 financial year result was 98.43%).

The late sitting of December 7 (which carried over into December 8) has raised an interesting question. 69 turns (HoR) and 74 turns (Sen) occurred after midnight on December 7. Hansard staff was not required to stay on duty overnight to transcribe them. As a result, the HPS Timeliness Report shows that these turns were not delivered within criteria. Naturally this would have an adverse, yet understandable, effect on the end result. The December House of Representatives ‘greens’ success rate would only be 79.9% and the Senate ‘pinks’ would be a very low 70.6%.

We have taken the view that if a chamber, especially on short notice, sits outside the hours it has specified in its standing and sessional orders, and consequently pinks / greens / hard copy daily (and at least part of the electronic daily) are ‘late’, this shouldn’t be reflected in the current statistics. Rather, we will look at enhancing the HPS report to better identify, record and track these exceptions.

In December’s example, negating the effect of the December 8 turns, the monthly House of Representatives ‘greens’ result becomes a more consistent 95.1%, and the Senate “pinks” result is 84.2%.
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 results for the first half of the 2000-2001 financial year are 93.0% for House of Representative ‘greens’, 93.0% for Main Committee ‘greens’ (which, for now at least, are still ‘bundled’ into the HoR result) and 94.7% for Senate ‘pinks’.

Weeklies, both Senate and House of Representatives, showed great improvements in delivery standards in this second quarter. All six Senate weeklies (Internet, ParlInfo and hard copy) and five of the six House of Representatives (Internet, ParlInfo and hard copy) weeklies were delivered within standard. In the first quarter, none made it quite within the requisite two weeks after the last day of the weekly chamber rising. 

2nd Qtr YTD costs, based on full accrual costing, for Broadcasting and Transcription: 

Direct Costs (per hour)
Vision services

$274    ($320 overall in1999-2000)

Audio services

$179    ($197 overall in 1999-2000)
Chamber transcription
$2,389    ($2,341 overall in 1999-2000)
Committee transcription
$1,043    ($1,143 overall in 1999-2000)
Full Costs (per hour) 

Vision services

$1,391    ($1,784 overall in1999-2000)

Audio services

$931       ($709 overall in1999-2000)
Chamber transcription
$3,562    ($3,677 overall in1999-2000)

Committee transcription
$3,119    ($2,270 overall in1999-2000)
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ParlInfo and WIPI (web interface to ParlInfo) usage results for the 1st & 2nd Qtrs are set out below. Not surprisingly, the busiest sitting months generate proportionally higher activity.

The Client Services operating statement for the period ended 31 December 2000 is also attached. Actual total expenses of $6.918m were 6.5% under the budgeted figure. We are currently 22.5% underspent on the budgetary allowance for printing and 3% underspent in the area of Depreciation and Amortisation. Expenses relating to Suppliers, however, are 30.2% over the budgeted figure (see Comment 1.)

The break up of costs in the costs-by-type pie chart is fairly consistent with previous statements. The two major areas of expenditure are still Employees - 65% of costs, Suppliers - 9%. Printing, at 7%, is up marginally on the on the last report (6%).
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Expenses

  Employees

4,439

4,895

9.3%

9,772

8,852

  Printing

504

650

22.5%

 

1,300

1,300

  Suppliers
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504

-30.2%

1
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1,568

  Depreciation & amortisation
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1,284

  Net loss from sale of assets
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0
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0

0

  Resources Received Free of Charge
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1,239

  Capital Use Charge

141

140
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281
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Total expenses

6,918
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Revenue from independent sources

  Sale of goods & services
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200
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0
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0
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  Other Revenue from Independent Sources

9
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Total revenue from independent sources
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Net cost of services
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Revenues from Government

  Ordinary Annual Services
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Key Financial Performance Indicators

  Employee cost % Total expenses

64.2%

66.1%

66.1%

60.9%

  Printing cost % Total expenses

7.3%

8.8%

8.8%

9.0%

Legend:

Favourable

Unfavourable  

Negligible variance or not material 

Comment

Full year

Year to date

Client Services Operating Statement

for the period ended 31 December 2000

Comments:



1.

 Difficulty being experienced limiting supplies to

    reduced budget. Savings available in salaries.
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