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OVERVIEW OF TRANSFORMATION AND REFORM ACTIVITY

The table below provides a summary of transformation activity that was reported as part of a report to the Joint Leadership Team on 19 January.

	Transformation Activity
	Progress Summary

	Intelligent Automation
	Transformation funding has been approved to progress an initial proof of concept to test out the benefits of Intelligent Automation technology in the Resources directorate.

Procurement of a technology solution and delivery partner was carried out in October and the project began in November. 

The initial focus is on high volume transactional processes in Revenues and Benefits, and following analysis, invoice processing has been highlighted as the process which has the greatest opportunity to save time of the officers involved and to improve processing times.

Two automated processes are expected to be live be the end of February and a roadmap and business case for how the technology can be rolled out more widely across the organisation will be developed for a discussion with JLT in March 2021.

Outcomes of this project are expected to include, freeing up capacity which will enable staff to work on more value added and interesting work, reduce processing times, increased accuracy and the proof of concept alone is expected to achieve recurrent savings of £100k per year from year two onwards.  

	Customer Transformation Programme
	The Customer Transformation Programme (CTP) provides an opportunity to utilise best-practice in digital delivery to improve the way in which we deliver services to our residents. This ambitious agenda will incorporate learning from different councils, private sector organisations and engage customers and back office teams to bridge the gap in creating ideal customer journeys for our different groups. 

The vision for the programme is to transform how we provide services to customers and make internal processes more efficient and effective. This will be achieved through the delivery of modernised digital and joined up services which are designed from a customer’s perspective.


The benefits for the programme will be to offer more joined up services with consistency and up-to-date digital channels whilst recognising the need to cater for non-digital delivery models to avoid digital exclusion. 

The various projects that sit within the CTP are all focused on achieving common outcomes for our residents including;
· Enabling customer requests to be dealt with at the first point of contact and where that is not possible to ensure that we keep customers informed about the progress of their request.
· Ensuring that our physical and digital customer environments, are safe, secure, modern, accessible, welcoming and fit for purpose. 
· Developing a deep understanding of our end to end processes, removing steps which do not add value, reducing hand off points as far as possible and replacing costly, labour-intensive tasks with automated and self-service options.
· Integrating systems to remove the need for duplication and manual re-keying of information and other inefficiencies.
· Developing the use of customer data to be used intelligently to identify trends, identify pain points, manage demand and improve services through a cycle of continuous improvement. 

The CTP programme has recruited a new CTP Programme Manager (Nasir Akram) with extensive experience implementing and rolling out digital programmes within both the private and public sector. 

Nasir has strengthened the programmes governance model and is overseeing a range of projects that include refreshing our corporate website, reviewing the resident portal My Account and the technology and processes within the contact centre and back office. There is a parallel stream to all the technology pieces that starts with understanding the current and future needs of the customer and finding optimum delivery models utilising whatever digital technologies fit best. 

	Digital Strategy
	Last January a successful engagement session was held with partners on a draft digital strategy for the borough. However following this plans to finalise the strategy have been delayed due to Covid work taking priority. 

This work has recently been revisited and we are now aiming to bring an updated draft strategy to JLT in March.

There is a benefit in the delay, as it does enable us to incorporate the learning from Covid, both in respect of the significant role digital has played in enabling different ways or working, living and learning and the impact it has on those who have not been able to access or use digital technology or services. 

Other councils and public sector organisations, including GMCA who published their digital blueprint last year are now in the process of updating their strategies to take account of the progress and impact that digital technology and services have had during Covid. 

	Digital Maturity
	Linked to both the Customer Transformation Programme and the Digital Strategy, SOCITM have been commissioned to carry out a review of the organisation’s digital maturity.

A range of short interactive workshops are being held throughout January engaging directors and managers from across the organisation. They are structured around nine areas including vision and leadership, customer/user experience and people, culture and skills. 

This work will assess our current maturity in delivering digital transformation, identifying pinch point and opportunities, help us define a vision and plan, and ensure that as a local authority our approach to service delivery is in line with the government’s digital principles, and the digital declaration which we are due to sign up to very soon. 

Following the workshops, the findings will be collated, analysed and documented in a report. We can then use this information to develop an action plan to progress those areas where we can further improve and to support continuous improvement.

	Neighbourhood prevention model – Review of VCFSE support
	One part of the prevention and neighbourhood system transformation project is focused on the voluntary, community, faith and social enterprise (VCFSE) sector.

A key theme throughout the wider proposals to transform neighbourhood and prevention services is to reduce demand on public services. This will help ensure the system is sustainable in the medium to long term and build resilience within our communities so that there is less reliance on local public services. 

Key to achieving this is our local voluntary community, faith and social enterprise sector. Therefore this piece of work aims to review and understand our funding and support to VCFSE organisations in the borough with a view then to looking at what this achieves and how we can improve our approach and support to the sector.

The key outcomes we hope to achieve from this work are:
· to align council spend in this area to our priorities as a Borough, 
· to ensure we have a consistent and joined up system, and 
· to develop proposals for more effectively utilising our resources and support to further develop  a strong and thriving VCFSE sector who will play a vital role in building cohesive and resilient communities and reducing demands on public services in the future.

	Shared Services
	A high level review of the Council's existing shared service arrangements has been undertaken including an initial prioritisation of the shared service arrangements which may most benefit from being reviewed. 

This has been reviewed by the resources directorate management team who have agreed to carry out one shared service review as a proof of concept. The review will be carried out by STAR procurement and Milford Research who work closely with the Local Government Association to support and encourage effective shared service arrangements and collaborations across local government.  

An application for LGA funding to support this work was developed however this funding pot was withdrawn, just prior to us being awarded the funding. 

The output will be a comprehensive and independent report, detailing potential areas for growth, risks and opportunities for efficiencies.  It is hoped will create a case for carrying our further reviews and investigating new opportunities to share services. Consideration will also be given to the best approach to carrying out future reviews.

Some informal discussions have been held about the potential opportunities for other shared services and during the last year and a shared audit and risk post has been established with Tameside Council.

	Corporate Sponsorship and Local Authority Lottery
	A high level proposal for progressing corporate sponsorship was developed early last year. The aim was to provide a more professional and coordinated approach to attracting sponsorship for a variety of events and initiative across the Council.

The intention was to create a post who would work with services across the organisation to develop attractive sponsorship packages and who would also work closely with the RDA business team to develop relationships with local businesses and key suppliers, and to promote sponsorship opportunities and offers to them, in order to secure income to support the Council’s events.
This proposal was not progressed due to Covid, however a temporary post is being trailed which is focusing on the town hall restoration project. If it is successful, then we will review the broader proposal to extend this external funding and sponsorship approach further.  

A proposal to establish a local authority lottery has also been reviewed. Its principle aim being to develop a lottery platform which would enable community organisations to raise funds which will directly benefit local people and communities.  It would also generate a small income for the council and could support a reduction in VCFS grant funding directly from the council, or enable even more to be delivered from the same amount. This has been discussed informally with members who have agreed that this isn’t something they want to progress at this time.

	Public Service Reform – System Wide Recovery and Resilience
	A system wide recovery and resilience group was established in May 2020, with the aim of working collaboratively across the system to support our communities, businesses and voluntary sector to live with and recovery from Covid. Similar to other localities the group aimed to identify and prioritise issues which had been exacerbated by Covid as well as building on improved ways of working.

A draft recovery plan has been developed and work is underway to identify the best indicators and data sets which will help us monitor recovery activity over the next few years. 

The system wide meetings were put on hold in Autumn to enable resources to focus on the response. 

Consideration of how we can more effectively utilise the recovery and resilience group to start picking up recovery activity to ease the workload of Gold is currently taking place and an update and proposed way forwards for recovery will be presented to JLT in the next month.

	Public Service Reform - Community Wealth Building 
	Working with colleagues from Policy, Economy and Business and Neighbourhoods this work aims to raise awareness of and support for community wealth building, the role we can play as an organisation and the positive impact that it can have in supporting a strong local economy.

There are already lots of things we do or are planning to do which can fit under the community wealth building agenda, so the first step has been to understand current activity across the organisation and also what our partners such as the Northern Care Alliance are doing.

This understanding, together with proposals for how we can add to or further develop what we are currently doing have been brought together in order to create a joined up and coordinated plan for how we can take this work forwards. In addition a presentation has been drafted that can be presented to different groups to explain more about this area of work.

	Operating Models
	An initial briefing note was developed for JLT which aimed to:
· Set out some of the drivers and potential benefits for Rochdale Council and CCG jointly progressing work to develop a new/refreshed target operating model.
· Provide some clarity about what an operating model is so that all members of leadership team have a common understanding.
· Provide an overview of the work that would be involved in developing a new operating model.
· Set out the proposed next steps.
It was agreed to explore this work further through holding a visioning session with the joint leadership team, led by an external and independent facilitator. 

The aim of this session would be to agree the scope, principle, ambitions and drivers for this work.

To support this session a pack of information is being collated which sets out the current context and challenges for the borough and our organisation.

	Intend contract management
	STAR Procurement are purchasing a new contract management system which will be rolled out to all STAR authorities in the coming months. This new cloud based system will replace existing spreadsheets and enable all contract documentation and information to be stored on one system.
The new system will enable us to have better oversight and improve monitoring of contract performance.

Each authority has been asked to put forwards a transformation lead, who can explain the benefits of the new system and processes and to get buy in from all service areas and then who can organise and support the roll out of this new system to ensure it is properly embedded across the organisation and that intended benefits are realised.

	Transformation Fund

	In the last year only two Transformation Fund bids have been submitted, one for Intelligent Automation and one for the second phase of work relating to the accommodation strategy. The total funding from these two bids was £398,000, and from this investment we expect to be able to make recurrent savings of £213,000 per annum. (They both also aim to deliver numerous non-financial benefits).

There remains a lack of information and evidence about outcomes, financial or non-financial, that have been achieved from previous bids.

Consideration is also being given to establishing an operational transformation board which could provide both encouragement and constructive challenge on what is being delivered through transformation funding.

There is also a need to improve the reporting of transformation fund activity and achievements to members via the budget monitoring reports. 




In addition to the transformation programmes and projects identified in the table, there are many other areas of innovative transformation which are progressing across the organisation. Examples include, numerous initiatives around community response work in response to Covid and work to create a single front door for adult social care and some health services via the contact centre. 
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