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Change Programme - background and timeline

The Change Programme is a key programme of work set out in the Council’s
Corporate Strategy 2030 and referenced in the Medium Term Financial
Strategy.

In February 2023, a report was taken to Cabinet, which identified that the
Council would need to change how it operates to ensure it can continue to
respond to the external operating environment and financial challenges the
local government sector continues to face.

The Change Programme was born of the recognition that if the Council is to
remain sustainable, it must alter how it does things. Given the significance of
the change that is required, it is important that this is done with purpose and at
all times, supports and enriches the Council’s priorities and it’s vision to make
Warwick District a great place to live, work and visit by improving lives and our
environment.

In July 2023, WDC undertook a Corporate Peer Challenge (CPC) through the
Local Government Association (LGA), as part of its commitment to sector led
continuous improvement. This review highlighted two areas relating to the
Change Programme.

In November 2023, the Council’s new Corporate Strategy was approved, and
the Change Programme falls under Strategic Priority 1, Goals 1.2 and 1.3:

Strategic Priority 1:"Delivering valued, sustainable services in order that the Council
can continue to focus its efforts and activities on the needs of its residents, communities
and businesses, this priority will be underpinned by ensuring continued demonstration of
financial sustainability through the medium term. This is the foundation for ensuring that
there are the resources to continue to enable residents to receive excellent high-quality
services that are responsive and accessible to local needs.”

Goal 1.2 Continue to ensure the Council’s finances remain on a firm and
sustainable footing.

o "Our Change Programme will improve the efficiency and effectiveness of how the
Council delivers services to ensure they remain responsive and accessible to
customer needs.”

. "By reviewing how Council services are delivered and measuring performance will
help ensure high quality services are being delivered across the Council.”

. "The Digital and Customer Strategy and Change Management Programme will
make it easier for customers to contact the Council 24/7, 365 days a year and
enable our customer service team to help more customers at the first point of
contact through different communication channels”.

Goal 1.3 Achieve and demonstrate delivery of high-quality services.
o "We will measure our performance and develop how we use data, benchmarking

and customer insight to ensure we continuously learn and improve how we deliver
services.”

The Council’s Change Programme — Case for Change was approved by Cabinet
in March 2024 and then internally launched to the organisation.
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Purpose of the change programme

The Change Programme - Case for Change (Appendix 1) sets out the case and
approach for this improvement and transformation programme, the benefits it
will bring and how success will be monitored and measured.

This document also includes the Council’s Digital Strategy.
Programme Governance

The Change Programme has a programme board, which consists of the Cabinet
Member for Transformation (Chair), Cabinet Member for Finance, Head of
People & Communications, Head of Finance, Head of Customer Service &
Transformation and the Deputy Chief Executive.

The purpose and remit of the board is defined by a terms of reference and
meets every two months.

Programme Overview & Progress

The Change Programme has three main workstreams - Independent Fees and
Charges Review, Customer Service Redesign and Reinvent and reimagine how
services are delivered.

Independent Fees and Charges Review - Andrew Rollins, the Council’s
Head of Finance, is the workstream lead and this work is being supported by
specialist consultants CommercialGov.

The first phase of this work has commenced with ten areas for initial focus that
include: 1. Building Control 2. Land Charges 3. Cem & Crem 4. Car Parking 5.
Waste 6. Spa Centre/Town Hall 7. Lifeline 8. Pre-apps 9. Licensing and 10.
Enterprise Team. The draft report has recently been received and will soon be
reviewed. As part of this work, WDC will also benefit from access to
CommercialGov’s local government fees and charges toolkit and sector
benchmarking data.

This work will feed into the MTFS planning and fees and charges setting
process.

Customer Service Redesign - David Elkington, the Council’'s Head of
Customer Service & Transformation is the workstream lead for this element of
the change programme. The Corporate Strategy sets out an ambition to
improve customer service delivery byy making it easier for customers to contact
the Council 24/7, 365 days a year and enable our customer service team to
help more customers at the first point of contact through different
communication channels.

This workstream has commenced with the procurement of a new Customer
Relationship Management System (JADU CRM) which will provide the basis to
help transform customer service delivery, process and procedures.

The introduction of low code technology will enable the Council to develop and
deploy new digital services at pace and at low cost. Low code technology is
defined as 'A Low-code development platform (LCDP) is software that provides a
development environment used to create application software through graphical
user interfaces and configuration instead of traditional hand-coded computer
programming.’

The first service go through redesign and business process re-engineering is the
waste service. This service was prioritised following agreement for the waste
customer contact function to be brought back in-house from Stratford District
Council. This is expected to go live in December 2024. This change will bring
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customer service and financial benefits. Once this is completed, then other
services will go through redesign and business process re-engineering reviews.

This work will build upon the successful relocation of front facing customer
services to the Pump Room.

Whilst there will be an increase in digital services, customers will still be able to
telephone or visit WDC customer services.

Reinvent and reimagine how services are delivered - Darren Knight,
Deputy CEOQ, is the lead for this workstream. The purpose of this workstream is
for service areas to think about how they can do things differently, which can
either reduce costs, invest to save and increase income.

Since April’s launch, progress has been quick off the mark with several
initiatives progressing to increase income or reduce costs. Initiatives in the
pipeline include returning waste calls from SDC, website advertising, general
fund service charge review, LLPG review, reviewing the CIL administration
charge, National Parking Platform, roundabout advertising, review of software
budgets and a mini service review. Each initiative has an outline business case.

The Change Programme has a dedicated efficiency tracker which records and
monitors the cash and non-cash benefits of the programme. In terms of the
2024/2025 general fund efficiency target of £300,000, confirmed efficiencies so
far amount to £162,000. The wider pipeline has a financial efficiency estimate
of up to £386,000 (subject to successful implementation and full benefits
realisation being achieved).

The MTSF efficiency profile is set out below:

General Fund
Financial Year 202324 2024/25 2025/26 2026/27 202728
£'000 £'000 £'000 £'000 £'000
Deficit £3,528 £4 517 £2688.29 £194 49 -£993
Change -£300 -£704 -£900 -£600 —-£2 504m
Programme rec
target

The initial focus of the Change Programme is starting with general fund related
activity. The Change Programme will also apply to Housing Revenue Account
related activities, but the immediate priority at the moment is the compliance
action plan.

Change Programme Communications

The Change Programme was launched March/April with briefings at Cabinet
SLT, Manager’s Forum, Group Leaders, dedicated intranet page created, case
for change booklet, manager cascade slide deck and other briefings.

The recent employee pulse survey results indicate that 70% of staff confirmed
their manager has briefed them on the Change Programme and of those briefed
the level of understanding is at 6.49/10 (0 = no understanding, 10 = full
understanding). This is solid initial progress.

Item 6 / Page 4



6. Summary

6.1 The Change Programme has got off to a positive start with several initiatives
underway that will help to build momentum. A wider pipeline of initiatives is also
starting to form.

Supporting documents:
Appendix 1: Change Programme - Case for Change

Corporate strategy - Warwick District Council. (warwickdc.gov.uk)

HOME | CommercialGov

Homepage — Jadu

Document.ashx (warwickdc.gov.uk) - JADU CRM

WDC Report Template - November 2023 (warwickdc.gov.uk) — NPP

WDC Report Template - November 2023 (warwickdc.gov.uk) — waste calls
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https://webappuat4.warwickdc.gov.uk/info/20854/corporate_strategy
https://www.commercialgov.co.uk/
https://www.jadu.net/
https://estates8.warwickdc.gov.uk/CMIS/Document.ashx?czJKcaeAi5tUFL1DTL2UE4zNRBcoShgo=EYjkGxOU721NOf4DtujgSG5fxvq2sobVY59YtlAkz1KU3eslOtaFQQ%3d%3d&rUzwRPf%2bZ3zd4E7Ikn8Lyw%3d%3d=pwRE6AGJFLDNlh225F5QMaQWCtPHwdhUfCZ%2fLUQzgA2uL5jNRG4jdQ%3d%3d&mCTIbCubSFfXsDGW9IXnlg%3d%3d=hFflUdN3100%3d&kCx1AnS9%2fpWZQ40DXFvdEw%3d%3d=hFflUdN3100%3d&uJovDxwdjMPoYv%2bAJvYtyA%3d%3d=ctNJFf55vVA%3d&FgPlIEJYlotS%2bYGoBi5olA%3d%3d=NHdURQburHA%3d&d9Qjj0ag1Pd993jsyOJqFvmyB7X0CSQK=ctNJFf55vVA%3d&WGewmoAfeNR9xqBux0r1Q8Za60lavYmz=ctNJFf55vVA%3d&WGewmoAfeNQ16B2MHuCpMRKZMwaG1PaO=ctNJFf55vVA%3d
https://estates8.warwickdc.gov.uk/CMIS/Document.ashx?czJKcaeAi5tUFL1DTL2UE4zNRBcoShgo=WC1gv577jZCAAviQZZICHAoE8cDMOoU5f4%2bwaOFhVT1S9T3UNUrfJA%3d%3d&rUzwRPf%2bZ3zd4E7Ikn8Lyw%3d%3d=pwRE6AGJFLDNlh225F5QMaQWCtPHwdhUfCZ%2fLUQzgA2uL5jNRG4jdQ%3d%3d&mCTIbCubSFfXsDGW9IXnlg%3d%3d=hFflUdN3100%3d&kCx1AnS9%2fpWZQ40DXFvdEw%3d%3d=hFflUdN3100%3d&uJovDxwdjMPoYv%2bAJvYtyA%3d%3d=ctNJFf55vVA%3d&FgPlIEJYlotS%2bYGoBi5olA%3d%3d=NHdURQburHA%3d&d9Qjj0ag1Pd993jsyOJqFvmyB7X0CSQK=ctNJFf55vVA%3d&WGewmoAfeNR9xqBux0r1Q8Za60lavYmz=ctNJFf55vVA%3d&WGewmoAfeNQ16B2MHuCpMRKZMwaG1PaO=ctNJFf55vVA%3d
https://estates8.warwickdc.gov.uk/CMIS/Document.ashx?czJKcaeAi5tUFL1DTL2UE4zNRBcoShgo=Y%2bygkx8wcO9NiKB20qjyxrR1WYHZ1DPZ%2fXdB0wsQrdYp39tfAKkGFA%3d%3d&rUzwRPf%2bZ3zd4E7Ikn8Lyw%3d%3d=pwRE6AGJFLDNlh225F5QMaQWCtPHwdhUfCZ%2fLUQzgA2uL5jNRG4jdQ%3d%3d&mCTIbCubSFfXsDGW9IXnlg%3d%3d=hFflUdN3100%3d&kCx1AnS9%2fpWZQ40DXFvdEw%3d%3d=hFflUdN3100%3d&uJovDxwdjMPoYv%2bAJvYtyA%3d%3d=ctNJFf55vVA%3d&FgPlIEJYlotS%2bYGoBi5olA%3d%3d=NHdURQburHA%3d&d9Qjj0ag1Pd993jsyOJqFvmyB7X0CSQK=ctNJFf55vVA%3d&WGewmoAfeNR9xqBux0r1Q8Za60lavYmz=ctNJFf55vVA%3d&WGewmoAfeNQ16B2MHuCpMRKZMwaG1PaO=ctNJFf55vVA%3d
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