














78 – Communities and Local Government

CLG continues to support LAs in accelerating progress through:

� Promoting joined-up services engaging local public sector
partners and central government (as highlighted in LA
work on their Local Area Agreements, the involvement of
LAs in the national Tell Us Once project and the new
National Indicator for LAs NI 14)

� Placing the citizen at the heart of service redesign and
delivery (highlighted through the new ‘duty to involve’ as
well as the ongoing work to embed Customer Insight as a
core tool for all LAs).

� Delivering customer-centric services that are cost effective
to meet the sector’s efficiency targets for CSR 07 and
ensure local services are ‘cheaper for the taxpayer’
(ongoing work to realise savings through effective
procurement processes, business process improvement
and asset management).

� Seeking to fully exploit technology to deliver the services
that people need (building on the improvements delivered
through the Local Government Online (LGOL) programme,
to maximise the investments already made in technology –
including the Government Connects programme, which will
enable secure data sharing with government partners).

Meeting people’s needs

People want to see improvements to their local services such
as schools, hospitals, libraries and parks. They want to be able
to access the best possible services, shaped around their
community’s needs, at times which suit them. CLG’s aim is
that every local authority, working collaboratively with its local
partners, will be able to radically transform and improve local
services and drive forward greater efficiency. This message is
incorporated into the 2006 Local Government White Paper
and will be taken forward by local authorities (LAs) both
through their ongoing work to meet the challenges of the
Comprehensive Spending Review 2007 (CSR 07) and the
Service Transformation Agreement.

Customer-centric service delivery

Customer service centres have transformed the way many LAs
handle customer contact, while reducing costs. However, this is
only part of a customer-centric approach that LAs are taking to
improve how they redesign services in partnership with their
local public sector partners, in order to better meet the needs of
their local communities and deliver their services to these
shared customers, more cost effectively.

XX http://www.xxxxxxxxxxxxxxxxxxxxxxxxxx.gov.uk
XX http://www.xxxxxxxxxxxxxxxxxxxxxxxxxx.gov.uk
XX http://www.xxxxxxxxxxxxxxxxxxxxxxxxxx.gov.uk

Delivering better access to local services
Communities and Local Government’s (CLG) vision is of prosperous and cohesive
communities who enable a safe, healthy and sustainable environment for all.
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� Greater use of business process improvement techniques
to focus on delivering services “right-first-time” and
reduce non-value adding activity, waste and duplication.

Clearer understanding of local communities’ needs

LAs are, by definition, close to the communities they serve. They
are good at consultation with people, gathering data on
customers and using this information on single issues or to
input into the design of a specific service. However, only a few
LAs exploit the potential of customer insight tools (e.g. lifestyle
profiling) used routinely across the private sector to help form a
coherent, holistic view of their customers, their needs and
preferences, and to develop a strategic and systematic
approach to how services are designed and delivered across
the council and in partnership with local public sector partners.

Within the Business Improvement Package (BIP), there is
support for LAs in getting to know their customers better
(customer insight) and understanding the lifestyle preferences
of particular groups of people (customer segmentation).

Transforming customer
services through innovation

Delivering real service transformation for citizens requires
pace, passion, commitment and the sort of innovation being
demonstrated the length and breadth of local government, as
typified by just a few of the growing number of innovative
local initiatives.

FiReControl:

Each of the 46 Fire and Rescue Authorities currently has its
own control room to deploy appliances to incidents. The
FiReControl01 project has seen investment by CLG of over
£365 million to move to an integrated network of nine
‘resilient’ regional control centres – if one fails, another in the
network can take over its functions.

This is supported by Firelink02, which will provide all fire and
rescue services with a new, resilient, wide-area radio system,
enabling them to talk to each other on the same system, as well
as to other emergency services. Following major capital and
project management investment by CLG, Firelink brings fire and
rescue service main radio systems into the 21st century –
installing radio terminals, global positioning systems and mobile
data terminals in fire vehicles – with high levels of resilience and
interoperability.

Together these projects will provide major benefits:

– Faster mobilising of the nearest appropriate fire vehicle with
the right equipment, using data communications technology
instead of voice.

– Firefighters being able to plan en-route with risk information
and maps.

– Integrated emergency service responses to very large
incidents.

01 http://www.communities.gov.uk/fire/resilienceresponse/firecontrol/

02 http://www.frsonline.fire.gov.uk/resilience/listcat/41
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E-enabling rural services 

With around 75% of the local population having
internet/email access, South Norfolk District Council has
championed a move from phone to e-channels. Phone calls
have reduced by 25% over the last 18 months (over 100,000
fewer calls per year) – the channel split is now 40% phone
calls and 60% online. As a result, the local online e-Planning
system is now used more than 10,000 times per month and
supports the estimated 3,000 planning applications the
council has to deal with each year.

Supporting customers at risk

In Salford City Council, call centre operators can now identify
and actively target customers in need through its new Case
Record Management system. Under these arrangements, Fire
Risk Assessments are carried out on behalf of the Fire Service
and ‘at risk’ groups have been successfully targeted, resulting
in over 1,200 electronic referrals to the Fire Service for an
assessment and the installation of free smoke alarms.

Easier access to services

The easy@york programme is transforming the way York City
Council delivers local services. With an anticipated 2.5 million
customer transactions in the first year of operation, the service
has been live since February 2007 and has seen efficiencies of
£307,000 delivered already. As a result of this simplification of
customer access, 72% of Revenues transactions are now
handled solely at point of customer contact, which has
resulted in a reduction in back-office processing time.

Front Office Shared Services

Innovative service transformation was highlighted through the
Front Office Shared Services (FOSS) programme which
highlighted a number of LAs’ work to join up how they
design and deliver services to better meet the needs of local
citizens. These 16 case studies demonstrate the joint
approach taken by the LA and their local public sector
partners to deliver better access to services for their shared
customers, using existing contact centres and one-stop-shop
operations, websites, mobile working and joint teams.

Mobile working for better social care 

The London Borough of Havering has introduced a flexible,
mobile working system that has transformed the way
practitioners work. Working closely with neighbouring Barking
and Dagenham and the Primary Care Trust, and using a
Mobile Social Care solution and tablet PCs, over 80
practitioners have instant access to the social care database.

Social care staff can now carry out their assessments wherever
they need to be done, whether it is in the client’s home or in
hospital, enabling a more efficient and effective way of
working. Practitioners arrange their working day around their
clients’ needs, providing a better and more responsive service
to local people. Turnaround times for Social Care assessments
have improved from 60.5% in 2004/05 to 84% in 2006/07.

Enabling staff to put the Customer First

Kennet District Council’s Customer First project developed
from the Council’s e-government programme as a way of
ensuring that local services are delivered in a customer-
focused way. The project has implemented a Contact Centre
and a One-Stop Shop with all the associated supporting
technology, processes and staff training. As a result, the new
improved case and contact handling has enabled the
Council staff to achieve a 95% resolution rate on an
average of the 12,000 contacts received each month.

Highlighting and sharing good practice

Systematic capture and highlighting of innovative good
practice already developed by Local Authorities helps the
sector share this effectively, and improves the customer
experience of local public services. CLG works with the local
government family, both through national and regional
events and networks, to capture and share good practice. In
addition to the Front Office Shared Services (FOSS)
programme, CLG supports the Beacon scheme in highlighting
good practice developed to transform services, and provides
advice and toolkits to assist Local Authorities develop Shared
Services through the Business Improvement Package.

CLG is also working with local government through the Local
Government Delivery Council (LGDC) to ensure that work on
service transformation across the sector is coordinated and
that there is good communication with central government,
as well as joint work on key national projects to maximise
the benefits for all public sector customers.
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01 http://www.sunderland.gov.uk/wherepeoplematter/
02 http://www.dc10plus.net/
03 http://www.govconnect.gov.uk

and is working closely with the Department for Work and
Pensions, the Department for Children, Schools and Families,
HM Revenue & Customs and local authorities to pilot
Transformational Government services such as Free School
Meals registration and Tell Us Once.

Future challenges

Councils will have to challenge traditional methods of delivery
to deliver the transformed services and value for money that
communities want. This means councils and other public
bodies working together to overcome administrative
boundaries that sometimes act as a barrier to service
transformation. It means sharing assets, systems, data, skills
and knowledge more effectively, and keeping all council
activity under review to drive out waste.

For CLG this means:

� Continuing to facilitate support for councils, with Regional
Improvement and Efficiency Partnerships.

� Exploiting technology, collaboration, asset management
and Front Office Shared Services type activity.

� Working with the Local Government Delivery Council to
develop a vision for service transformation in local
government for the Comprehensive Spending Review
2007 period and to understand how central and local
government can work together to make great strides in
implementing it.

Digital inclusion

Communities and Local Government continue to support
initiatives focused on vulnerable citizens to enhance their
capability to access local government services.

Sunderland City Council, announced as the winner of the
Government's Digital Challenge01 competition in May 2007,
is taking forward plans to deliver a digitally-enabled
community that will benefit some of the most vulnerable
and socially excluded people in the area.

The Digital Challenge saw cities, towns and regions outline
their visions for a digitally-enabled society designed to
better meet the needs of local communities and citizens.
Sunderland and the nine other authorities who were
finalists in the competition have now formed the “DC-10”02

who, in partnership with industry and the third sector, are
developing key initiatives which will drive forward the use
of technologies to better meet the needs of local
communities and individual citizens.

Enabling transformation 

Government Connect03 is building a secure network for
English LAs to share data and information securely, both
between authorities and between them and central
government. Services can be tailored to suit an individual
citizen’s needs, enabling the transformation of services.
Government Connect is now rolling out a secure network

> Turnaround times for Social Care assessments in the
London Borough of Havering improved from

60.5% in 2004/05 to 84% in 2006/07,
through Mobile Social Care solutions.

> Calls reduced by 25% per year following 
a move to e-channels in South Norfolk District Council.

> over 1,200 electronic referalls to the Fire 
Service for an assessment and the installation of free
smoke alarms as a result of Salford City Council’s new
CRM system.

> Sunderland City Council, announced as winner
of the Government's Digital Challenge competition in 
May 2007.
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Focusing resources
for better local
services 
Improving public services for the citizens
of Scotland, Wales and Northern Ireland, in
the Devolved Administration in Scotland,
the Welsh Assembly Government and the
Northern Ireland Assembly.
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infrastructure project being developed in partnership with all
32 Local Authorities, managed by the Improvement Service to
give personal accounts to people from which they can
manage their public services.

People opt into the programme and choose whether they
wish to have an account, what services they wish to manage
from it and whether they wish to have a multi-purpose
smartcard. There are four key programmes of work to deliver
Customer First:

� National Infrastructure/Citizen’s Account – with network
links across all 32 authorities this infrastructure hosts the
basic citizen’s account data set for all Scottish citizens and
the national gazetteer data set for all Scottish properties.

� National Gazetteer – a national property gazetteer that
adheres to common agreed addressing standards (BS
7666) is available to the public sector.

� Customer Relationship Management – to improve the
performance of handling citizen queries and service
delivery, Scotland has developed: a common A-Z of local
services; a nationally accredited training programme for
customer services staff; a continuous improvement
programme for councils; and procurement of a national
customer relationship management service.

� National Entitlement Card – public service smartcards to
give access to free bus travel for older people, those with
disabilities and a range of services in the future for those
citizens who wish to carry a multi-application card.

Transforming Scottish public
services

The Scottish Executive is working to create a more successful
country by focusing the resources of government on
increasing sustainable growth and helping Scottish people to
flourish. This will involve a clearer and simplified public
sector, freeing up more resources for vital frontline services
and ensuring value for money for the Scottish taxpayer.

The Scottish Executive is committed to working with local
government and the wider public sector to transform
Scotland’s public services.

Vision for transforming public services:

� Smaller government, with more of the money spent on
frontline services.

� Seamless public services – joining up to deliver for
business and for citizens.

� Transparent technology and business processes –
respecting the privacy of the individual and avoiding big
centralised databases.

� Efficient services for Scotland, making maximum use of
existing investments – avoiding duplication and waste.

Customer First

Laying the foundations for a transformation of the delivery
of public services in Scotland, Customer First is a major

Information sharing via the eCare Framework

The eCare Framework enables information sharing between
public sector agencies for the care and protection of citizens.

It will enable professionals in different agencies to share
sensitive personal data, securely and electronically, but
without introducing a large, centralised database.
Professionals share the data in their individual agency
systems only when there is a legal basis and a requirement
for them to do so. Information is disclosed only with the
explicit consent of the individual, unless a statutory duty of
care allows for this to happen without consent.

> Over 1 million National Entitlement Cards issued,
giving access to free bus travel for older people and those
with disabilities.

> Over £3 billion of transactions processed through
eProcurement Scotl@nd platform.

> all 32 local authorities are now linked to
the new citizen’s account data centre.
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Shared Services 

Shared Services is a key element of Scotland’s efficiency
agenda. The Scottish Executive’s policy aim is to support
Shared Services opportunities that will deliver Scotland-wide
solutions, for smaller simpler government, which improves
services to the customer. We have published a Shared Services
Guidance Framework to provide public sector organisations
and their partners with information and case study examples,
to help them to make informed decisions when considering
Shared Services options. In addition, we have a national
Shared Services framework for local government across
Scotland to ensure that all local authorities can benefit from
the outcome of the pathfinder projects.

eCare had been developed with local partners and is
managed at local level by fourteen local data-sharing
partnerships. The Western Isles and Ayrshire and Arran data
sharing partnerships have begun early implementation of the
Framework.

Improving procurement 

The award winning eProcurement Scotl@nd (ePS) service is a
business change management programme which is based on
providing a common technical eProcurement platform that is
available to all public bodies in Scotland. The service is
managed by the Scottish Executive in collaboration with
colleagues from across the public sector.

The service has been operational since 2002 with 92 public
bodies having adopted it in central and local government,
the NHS and the higher and further education sector.

ePS has delivered improvements in supplier payment
performance and transactional processing, enabling efficiency
savings to be identified, and works closely with procurement
colleagues as part of a larger programme of procurement
reform in Scotland. Over £3 billion of transactions have been
processed through the service and its use continues to
expand. In addition to transactional processing, the service
also provides e-auctioning and e-tendering facilities, and
other ancillary services.

‘One Wales’ – a progressive
agenda for Wales

Public service reform in Wales 

As elsewhere in the UK, public services in Wales will
increasingly be tested by slowing increases in public
spending alongside rising expectations and demographic
and social change. The challenge in Wales is increased by 
a more aged population, a legacy of poorer health and
lower economic participation than other parts of the UK.
The Welsh Assembly Government’s approach seeks to:

� promote much better joined-up, more accessible
services which are increasingly designed by, and
responsive to citizens and communities;

� address patchy performance;

� stimulate innovation and promote greater ambition; and

� promote collaboration, Shared Services and smarter
procurement to maximise the use of resources.

This approach comprises three main elements: promoting
the voice of the citizen, engaging leadership and creating
an enabling environment.
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Engaged Leadership

“Engaged Leadership” by the Assembly Government seeks to
provide challenge and support for change while leaving room
for local creativity and without transferring responsibility. It
builds on the advantages of unitary local government with
co-terminous (commissioning) Local Health Boards. It seeks to
avoid large scale re-organisation, but makes significant
changes in traditional working relationships with service
providers and, not least, with local government.

The biggest change is the setting up of non–statutory local
service boards at unitary authority area level. These comprise
the leads from the key public service organisations including
some non-devolved services. The boards’ role is to address
key public service challenges and issues which are not being
solved by, or which transcend statutory partnerships. They will
use Wales Spatial Plan data to identify issues and take
targeted action. Six boards have been established as pilots
and a further 16 are being developed. Local delivery
agreements with the Assembly Government will define the
service change projects that each local service board is
committed to.

Senior Assembly Government officials sit as members of the
22 boards to provide a key link to the Assembly Government
about local delivery issues; they make connections to relevant
activity within government and also network to other boards.

Promoting the voice and influence of the citizen

Key ingredients here include:

� Capturing citizens’ views and experience of public
services. Using this information to design, deliver and
improve public services so that they respond to the
needs of all citizens.

� Enabling citizens to access information and services in a
way that meets their needs.

� Improving the quality of, and linkages between, systems
of complaint and redress in public services.

� Increasing the opportunities for service users to be
active participants in the service; for example, through
the Expert Patient Programme and chronic disease
management.

� Establishing, promoting and publicising national
standards so that citizens know what they should
expect.

� Improving public accountability by testing the extent to
which citizen focus is integral to:
– public service organisations;
– better, more-user friendly performance information; and
– enhanced reporting on the state of public services.

Creating an enabling environment

This involves a range of action by the Assembly Government
to promote efficiency and value for money, support service
change and innovation, promote learning and culture change.

The key actions here include:

� Harmonising performance management frameworks for
public services, to support collaboration and deal with
potential conflicts and overlaps. Using review, audit and
inspection services to support and promote joint working
and learning.

� Programmes and agencies to provide practical support for
innovation across public services.

� Supporting and building the capacity of managers to
create better and more joined-up services through training
and exchange.

� Direct support for projects to reduce transactional costs,
promote Shared Services and more efficient procurement.

Information on Northern Ireland is not
contained within this report, but can be
found on the following website:
http://www.ofmdfmni.gov.uk/
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