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Meeting outcomes
uOverview presentation of the 

Transformation Programme
uAgree Terms of Reference and work 

programme for the scrutiny of the 
Transformation Programme

uAgree establishment of appropriate 
mechanisms to undertake this work



Our vision
Cllr Chris Whitbread
Leader of the Council



What is 
Transformation?

Glen Chipp
Chief Executive



Purpose

The purpose of the Transformation 
Programme is to make 

fundamental changes in how we 
deliver services (known as 

‘business as usual’), in order to 
deal successfully with our drivers 

for change.



Drivers for change
There are four drivers for change, as 
detailed in the Corporate Plan 2015/20:
u Our customers and their needs are 

changing;
u Our customers expect modern, 

customer focussed services;
u Our customers demand well-managed, 

value for money services; and
u Our customers want us to reduce our 

costs and protect front line services.



How we’re 
changing?

David Bailey
Head of Transformation





Workstreams



The Golden Thread
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Payment kiosks

DriversObjectivesBenefitsOutcomesChangesOutputs

Saved
£20k /year

Skilled staff 
redeployed

1.a.3
Deliver 
savings

Low
Council Tax

Funding 
reductions

Customers 
use kiosks

Reconfigure 
cashiers

Payment 
kiosks

New staff 
roles

Staff 
consultation

Increased 
flexibility for 
customers

Improved 
disabled 
access

3.a.2
Modern 

approach

Customer 
expectations

Poor 
accessibility

Trained 
floorwalkersStaff training

New back 
office 

systems

Customers 
supported



Key benefits

• Delivery of 
resource savings 
and income 
generation, to 
keep Council Tax 
low

• Reducing red tape 
to simplify how we 
work

• Focussing on 
getting things 
right first time 
through joined up 
services

• Recognising what 
customers’ value 
about our services 
and placing them 
at the heart of 
everything we do Improved 

customer 
value

Reduced 
waste

Increased 
savings 

and 
income

Increased 
agility



Covalent

uProjects and programmes
uPerformance indicators
uRisks
uAudits
uCorporate Plan







Risk Potential 
Assessments

RPA Qualities Project 
management Processes PMO support

High

Transformative 
project – require 
Council-wide    
co-ordination

Overseen by the 
Transformation 
Programme Board

Charter, PID and 
evaluation are 
required and 
approved by TPB.
Other documents 
may be required

PMO actively 
engaged in 
supporting the 
project

Medium
Project 
management 
best practice

Managed within a 
single directorate

Charter, PID and 
evaluation are 
required and 
approved by PMO

Support provided 
by PMO

Low
Minimal need for 
project 
management

Managed within a 
single service 
area

Charter, PID and 
evaluation are 
encouraged

Support available 
from PMO



Transformation projects
1. Customer 
experience 2. Business culture

3. Resources, 
accommodation and 

technology
4. Major projects

P001 Customer Service 
Programme

P003 Establish Programme 
Management

P002 Service Accommodation 
Review

P150 Relocation of Housing 
Repairs Service to Oakwood Hill 
Depot

P145 Customer Satisfaction 
and Standards

P008 Museum Heritage Trust
P014 Integrated HR Payroll IT 
System

P112 Operating Partner for 
North Weald Airfield

P146 Customer Reception P013 Max Corp Debt Collection P033 Printer Migration
P113 Epping Forest Shopping 
Park

P147 Corporate Customer 
Team Development

P050 Reprographics Service 
Review

P044 Electronic Invoicing
P114 St. John’s Road 
Development

P148 Systems and Digital 
Development

P108 Shared Services
P116 Future Options for the 
HRA Financial Plan

P115 Local Plan Programme

P134 Self-Service Licence 
Applications

P117 Raise Building Control 
Profile

P122 Information Management
P120 Council House Building 
Programme

P004a External Corporate 
Communications

P106 Workforce Development 
Strategy

P043 Post, Correspondence 
and Document Management

P135 New Leisure Contract

P124 Corporate and Business 
Planning

P109 ICT Strategy 
Implementation

P136 Hillhouse Development

P004b Internal Corporate 
Communications





Thank-you


