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SCRUTINY COMMITTEE REPORT

To:  Chair, Ladies and Gentlemen

Neighbourhood Services - Change Programme

1.0 SUMMARY OF THE REPORT

1.1 The purpose of this report is to summarise progress of the Change Programme with 
respect to Neighbourhood Services.  As such this report outlines the journey of change that 
Neighbourhood Services has taken to date, together with the challenges being faced in the 
future.

2.0 RECOMMENDATION(S)

2.1      That the contents of this report be noted for discussion.

3.0 INTRODUCTION AND BACKGROUND

3.1 Merthyr Tydfil County Borough Council has embarked on a journey of change 
and saved approximately £8 million over the last two years.  There have been 
two main catalysts for the programme of change.  The first is the need to 
focus on the use of resources to improve service delivery, doing things 
differently; and the second being the financial austerity that MTCBC, like other 
Councils, face.

3.2 During this time the Council has worked diligently to develop a clear and 
ambitious strategy for the delivery of improved outcomes at reduced costs 
and in 2014/15 the budget was balanced.  The prioritised direction of change 
has been captured as a ‘strategy-on-a-page’ for Neighbourhood Services 
(likewise with Education, Regeneration and Social Services).  As a result of 
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these immediate and longer term service and financial challenges, the Council 
has developed a forward thinking plan addressing true transformational 
change that considers not just in-year but its longer term pressures.  

3.3 As you will be aware we are working with a strategic partner 
(‘PriceWaterhouseCoopers’ (PwC)) to implement the change programme.  By 
working with a single strategic partner throughout the delivery of the MTCBC 
Programme of Change, the Council will be able to:

o Access expert, knowledge, experience and skills that we do not and would 
not be expected to retain in house; 

o Increase and decrease capacity in order to deliver change at an 
accelerated rate;

o Develop in-house skills to create a workforce that will be able to continue 
to deliver change, and therefore increase value for money;

o Avoid using fixed term contracts with a number of different consultants, 
which is a disparate and high cost solution, whereas the proposed 
approach is incentivised with payment made on delivery of benefits.

3.4 A main focus of the Council is its Change Programme.  As such regular 
updates have been presented to Scrutiny Committees throughout the change 
Programme.  These have included all Scrutiny Committees held in April / May 
2015 and the last update being to the Governance Scrutiny meeting held in 
December 2015.  Members will recall that a summary of the Change 
Programme was presented, together with the governance arrangements.  
Arrangements have remained in place with areas strengthened to enhance 
our work.  This report will explain the progress made and provide an overview 
of the Change Programme regarding Neighbourhood Services going forward 
for Scrutiny Member’s information as part of the Scrutiny Meetings cycle.  

4.0 WHERE WE WERE 

4.1 The ‘MTCBC Change Programme’ was initiated in December 2013 with the key 
purposes being:

o The Programme Board and Steering Group were set up to ensure the 
effective delivery of MTCBC’s priority projects as MTCBC was in danger of 
failing to deliver key initiatives;

o Coupled with this, MTCBC’s financial position recognised the need for a 
coordinated approach to ensuring financial savings were delivered effectively 
and on time.

4.2    Since then, programme governance arrangements have been put into place.  This 
includes an officer steering group (the purpose of this group being to deliver change 
projects with the lead officers from the service areas) and an officer led programme board 



(the purpose of this group being to monitor the delivery of change and ensure corporate 
direction).  

4.3    Neighbourhood Services were aligned with £1,345,000 target savings for 2015/16.  
This has either been saved or on target for realisation within the budget, as reported in the 
monthly accounts.

4.4     In May 2014, the Council requested that Welsh Government (WG) provide a package 
of support to offer an independent perspective on, and an external validation of, the 
robustness of the Council’s financial plans and processes; and to assess the Council’s 
transformation work programme to ensure it is fit for purpose. The support package 
commenced on 30th June 2014, and was delivered by two external senior, experienced 
professional Welsh Government advisors.  The review found that Council processes were 
generally sound however the WG advisors felt that the Council would benefit from engaging 
a strategic partner.

5.0 WHERE WE ARE NOW 

5.1 Following the recommendation from the WG advisors to the Minister for Public 
Services the Council commissioned ‘PriceWaterhouseCoopers’ (PwC) to work 
with the Council for 12 weeks to deliver an Operating Model Assessment 
(OMA).  The purpose of this OMA was to consider the whole Council in 
identifying opportunities for savings and improvement.  The exercise built on 
existing good work and ideas within the Council.

5.2 Key outcomes from this initial work have been the identification of immediate 
opportunities and the formation of the change programme.  Team leaders 
from across the whole Council worked together to identify in-year savings and 
opportunities to change the way we work to become more effective and 
efficient.  As a result of this work we are now in a solid financial position for 
this year.  This has resulted in several opportunities within Neighbourhood 
Service that are being implemented following Cabinet approval on the 28th 
October 2015.

5.3 The MTCBC Change Programme comprises of six key areas as summarised 
in the table below.

Work-Stream What is involved? Target Saving

Customer Service The Customer work-stream will consider how the Council 
current operates its Customer management activities and 
develop a new model of working.  This could include increased 
use and focus of the customer contact centre and improved 
digital offering so that customers can help themselves. £2.0m

Back Office 
(Administration) & 
Corporate 
(Strategic) Support 
Services

The Back Office (administration) work-stream is reviewing what 
and how the administration function is being delivered across 
the Council.
The Corporate (Strategic) Support work-stream is to be 
delivered over two phases.  The first looking at things that can 
be done differently in the immediate future to become more 
focussed on service delivery.  The second phase will run £0.9m



alongside the frontline delivery to ensure that our support 
services give the provision required to give the required 
customer experience to the public.

Procurement The procurement work-stream will focus on reducing our costs 
by reviewing the way in which we buy goods and services and 
considering the best way to manage our contracts and spend to 
maximise savings.

£3.4m
Income The income work-stream will review all our fees and charges.

£2.0m
Collaborative 
Arrangements

The Collaborative arrangements work-stream will review 
existing collaborative arrangement to ensure we are getting 
value for money.

£1.0m
Frontline Services The frontline services work-stream (sometimes referred to as 

outcome focussed redesign) will review all of our frontline 
services.

£2.0m
Total £11.3m

To ensure best value for money of the change programme, it is anticipated that 75% of the 
programme will be delivered internally, i.e. by Council Officers.

5.4 Neighbourhood Services, like most areas, could cut across all of the work-
streams; however will be mostly covered by the Frontline Services work-
stream (often referred to as Outcome Focussed Redesign).

5.5 Work from the frontline services work-stream has identified opportunities that 
have been or will be presented to Cabinet and/or Council for consideration.  
These include staff reductions from within the street lighting services and 
playground team.

6.0 WHERE WE WANT TO BE 

6.1 As mentioned above, a key priority for the Council is to deliver the MTCBC 
Change Programme and as a result deliver the savings required to ensure it is 
sustainable.  However, as the programme has been designed around 
outcome focus, there is also a real requirement to ensure that the other pillars 
of the Council’s ambition, namely top performing and reputation, are 
maintained.  This latter point will delivered through the implementation of the 
Neighbourhood Services strategy-on-a-page.  It is these points that would 
make for successful delivery.  

6.2 To implement the points above, immediate opportunities have been or are 
being developed into business cases for appropriate approval.  It is envisaged 
that medium and long term opportunities will be worked up and developed into 
business cases as part of a challenge process.  This will be undertaken 
between January and March 2016.  



6.3 The above points will be measured against the Neighbourhood Services 
strategy.  

7.0 WHAT WE NEED TO DO NEXT 

7.1 There are two main areas of work under the change programme for 
Neighbourhood Services.  These are: developing business cases for, and 
implementing, immediate opportunities; challenge, redesign services areas 
and develop options for change.  

7.2 The business cases that have been approved are currently being 
implemented and this will be continued.  There are other immediate 
opportunities that are being developed and this will happen in the upcoming 
weeks.  

7.3 The service challenge and redesign will take place, along with other frontline 
service areas, over the coming months.

8.0 CONTRIBUTION TO CORPORATE PRIORITIES

8.1 The work of the Change Programme, as outlined above, fits with all Council 
strategies, particularly the Medium Term Financial Plan and futures strategies.

ELLIS COOPER

CORPORATE DIRECTOR OF PLACE AND 
TRANSFORMATION

COUNCILLOR DAVID JONES

CABINET MEMBER FOR 
NEIGHBOURHOOD SERVICES AND 

PUBLIC PROTECTION
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