
Page 1 of 20

Civic Centre, Castle Street
Merthyr Tydfil, CF47 8AN

Main Tel:  01685 725000 www.merthyr.gov.uk

SCRUTINY COMMITTEE REPORT

To:  Chair, Ladies and Gentlemen

Performance Report: Organisational Support – Business Change 
Strategy

1. SUMMARY OF THE REPORT

1.1. This document outlines performance of the business change strategy by considering 
‘Where We Were’, ‘Where We Want To Be’ and ‘Where We Are’.  The document 
outlines how the strategy links to and delivers against corporate priorities, the corporate 
risk register, audit recommendations, single integrated plan and Wellbeing Statement.

1.2. It has been deemed that since 2014/15 to 2016/17 the delivery of the strategy has gone 
from ‘adequate’ to ‘good’ with an aspiration to remain ‘good’ or become ‘excellent’.  This 
has been backed up by statistics monitored by the business change team.  The data 
has shown significant positive trends to achieving all five targets, or, in some cases 
reaching tolerances of the targets.

1.3. Key projects for delivery against the business change strategy are detailed and aligned 
with lessons learnt.  The four projects are: Delivery of the Change Management Board; 
Delivery of the Change Programme; Delivery of Corporate Strategy Projects; Update 
Project Management Framework.  

Date Written 12 October 2016

Report Author Andrew Mogford

Service Business Change

Committee Date 08 November 2016

http://www.merthyr.gov.uk/


Page 2 of 20

2. RECOMMENDATION(S)

2.1. The judgements and evaluation are noted and debated

3. INTRODUCTION AND BACKGROUND

National Context
3.1. All local authorities in Wales are required to secure continuous improvement in the 

exercise of their functions by identifying their own priorities for improvement. This legal 
requirement is set out in the Local Government (Wales) Measure 2009.

Council Vision
3.2. To strengthen Merthyr Tydfil’s position as the regional centre for the Heads of the 

Valleys, and be a place to be proud of where:

a) People learn and develop skills to fulfil their ambitions
b) People live, work, have a safe, healthy and fulfilled life
c) People visit, enjoy and return

Business Change
3.3. Key priorities for the Business Change Team are the delivery of the Merthyr Tydfil 

County Borough Council (MTCBC) Change Programme and the Corporate Plan 
Priorities via the four Corporate Strategies, namely: Raising Standards; Improving Well-
Being; Economic Growth; Developing a Sustainable Environment.  These are 
underpinned by the Chief Executive’s three personal aspirations of Defining Success 
for 2017, namely: Top Performing; Sustainable; Good Reputation.  

The Business Change Strategy has been developed based on the points above to 
deliver, in particular Change Management, and ensure the Council’s Sustainability.   
Success will be measured against delivery of the change programme and plans-on-a-
page (in delivering the four Corporate Strategies).

The vision for the business changes strategy states:
Enable our Customers (Public) to be self-reliant by corporately embracing change and 
shifting towards a sustainable, resilient and high achieving Local Authority.

Outcomes
3.4. There are five measureable outcomes that form part of the business change strategy, 

please see Appendix I for the detail.  These have been developed from six desired 
outcomes to achieve the business change vision.  These desired outcomes are:

 All individuals understand and adopt change management and project 
management principles
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 A more motivated, informed, empowered and skilled workforce able to deliver 
sustainable change

 Our Customers (internal and external) receive the right service at the right 
time through the right people with the right skills

 Our Customers (internal and external) get a value for money product
 Everyone takes intelligent risks to take advantage of an environment of 

radical thought, creativity and innovation
 Project development includes our agreed Design Principles

3.5. As reported in the MTCBC Annual Performance Report, the latest Annual Improvement 
Report (issued in June 2015) stated two formal recommendations for improvement.  
The first relates to the business change strategy and states:

The Auditor General recommends that the Council, following discussion with the 
Welsh Government, continues to secure appropriate external support to enable it to 
deliver its statutory duty to deliver continuous improvement.

Following this recommendation the Council engaged with a strategic partner (situated 
within the Business Change Team) to help deliver the change programme.  Best 
practice and skills transfer took place between the two teams with working practices 
supporting the delivery of the strategy.  This has enabled focus on achieving savings 
targets and delivering continuous improvement (legal requirement).  Along with the 
ongoing work of the business change team has led to achievements in the strategy as 
outlined below.

3.6. By achieving the outcomes within the business change strategy, a positive contribution 
is being made to delivering the seven corporate plan priority areas and single 
integrated plan.  Additionally, the business change strategy directly mitigates risk 
numbers 1, 3, 4 and 6 of the MTCBC Risk Register.  As such ensuring the 
sustainability pillar of the local authority.  

3.7. The financial hardships of local government is well documented, as such you would 
expect a main driver to be financial savings.  MTCBC is no exception.  This has led to 
one of the five measures within the business change strategy focussing on savings to 
meet the demands of the Council’s medium term financial plan.

3.8. As there are no national targets for this service area, targets have been set locally by 
the change management board, see below and Appendix I for targets.  As local targets 
are set, the Councils approved performance ‘Understanding Judgements on 
Performance’ (Annual Performance Report) has been used to gauge success of 
achievements against targets.  This also gives the ability to judge if targets set and 
achievements align with council requirements and team resources. 

http://www.merthyr.gov.uk/council/strategies-plans-and-policies/corporate-plan/?lang=cy-GB&
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3.9. The annual performance report states that Judgements fall into 1 of 4 categories:

1. Excellent, many strengths where we have a highly ranked comparative position, 
with positive rates of improvement and/or evidence of significant positive impact 
on change to outcomes

2. Good, many strengths where our comparative position is above the Wales 
median, with positive rates of improvement and/or evidence of positive impact on 
change to outcomes

3. Adequate, some strengths where our comparative position is lower median, with 
some rates of improvement and/or evidence of some positive impact on change 
to outcomes

4. Unsatisfactory, there are important areas for improvement where we have a low 
ranked comparative position, with little or negative rates of improvement and/or 
no impact of change to outcomes

 

4. WHERE WE WERE

Business Change Strategy
4.1. In 2014/15 the business change strategy focussed on three measureable outcomes, as 

outlined in the table below.  Using the logic in section 3.7 above, the business change 
team has deemed outcomes for 2014/15 to be adequate.  However, a key driver for 
the change programme is achieving savings.  This target was exceeded and 3 other 
outcomes were within a 5% tolerance.  As such this shows outcomes are close to good 
and progress is being made.  

4.2. The table below outlines the 2014/15 targets and achievements.

Specific Measurable Outcomes % Target 
2014/15

% Achieved 
2014/15

All identified individuals undertake MTCBC Project 
Management Framework training

100 100

Identified financial targets of efficiency savings are met 
corporately

80 82

Identified timescales for delivery are met corporately 90 75

Project benefits are identified (where appropriate) and 
achieved corporately

- -

Internal feedback is ranked as high or better - -
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5. WHERE WE WANT TO BE

Corporate Plan
5.1. By achieving the targets set within the business change strategy, by 2017, we will help 

deliver the objective to achieve successful corporate priorities where the overall 
judgement is good or excellent for each corporate priority based on the key indicators.

Business Change Strategy
5.2. As you can see from graph 1 in Appendix III below, there has been an improvement in 

realising the financial and timescale targets.  It should be noted that actions are in 
place to achieve the target for 2016/17.  There were significant changes to the 
governance arrangements in 2014/15 to meet the ever increasing financial demands on 
local government.  As such targets were set on the basis of the new arrangement, 
notwithstanding meeting the financial requirements of the Council.  Following this initial 
year, and using the findings from it, the targets set in future have been more ambitious 
whilst being realistic.  

5.3. Indicative figures so far this year are encouraging.  Graph 2 in Appendix III shows that 
all but one of the targets has been, or are on track to be achieved within tolerances.  If 
this continues as per the trend data, all the targets will be met.  Resultantly, targets set 
for 2017/18 are likely to continue to be high across all five targets.  However, it should 
be said that the savings and timescales targets will become increasingly more 
challenging due to options left are more radical to meet the Council’s financial 
demands.  Nevertheless, this needs to ensure that services can still deliver corporate 
priorities and performance targets.  As such this approach allows for prioritisation of 
services, a key requirement going forward.  Thus, project benefits identified will be 
shared with the performance team to ensure the loop is closed and we are getting the 
best outputs across the Council.  This will also allow the Council to monitor the effects 
projects are having on corporate performance targets.

5.4. As outlined in section 3 above, there is a high requirement for this strategy to be 
implemented putting the Council in a strong position to meet the challenges in the short 
term and for our future generations.  By utilising the lessons learnt (see below) and the 
analysis of trend data the strategy can evolve to ensure this.  To achieve further value, 
the business change team will enhance the relationship with Chief Officers.  This 
approach should help to maintain pace of change and the delivery of the corporate 
priorities.  

5.5. The two main outcomes of the business change strategy are the timescales and 
savings targets.  These are linked.  Trends have shown that we are improving in these 
areas.  However, timescales are the main area for improvement, in saying that, we 
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have delivered within tolerance since 2015/16, graph 3 in Appendix III below.  
Therefore we want to address this further by working closely with chief officers and 
heads of services in setting realistic timescales that are signed up to by the CMT and 
revision of the timescales as decisions are made or not.  

5.6. We also want to monitor the business change risk/performance data and make them 
more visual to inform team meetings and 1-2-1 meeting to become focussed on 
outcomes.  

5.7. By 2017 we want the achievements against the business change strategy outcomes to 
be deemed as good or excellent.  

6. WHERE WE ARE NOW

Reference to Measures
(Full details in Appendix I)

Business Change Strategy
6.1. In 2015/16 the business change team focussed on five measureable outcomes, as 

outlined in the table below.  Using the logic outlined in section 3.4 above, the business 
change team has deemed outcomes to be good.  

6.2. Full Council agreed the final annual delivery document for the current Corporate Plan on 
15th June 2016.  The final annual delivery document identifies a number of specific 
projects that the Council will deliver in order to prepare for the Wellbeing Duty.  The 
main risks associated with the Wellbeing Duty are:

6.2.1. The risk that the Future Generations Commissioner issues a formal 
recommendation to the local authority on the steps taken to SET our wellbeing 
objectives

6.2.2. The risk that the Future Generations Commissioner issues a formal 
recommendation to the local authority on the steps taken to MEET our wellbeing 
objectives

As a result a key task being worked on is the updating of the Council’s project 
management framework to reflect the requirements of the Wellbeing of Future 
Generations Act.
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6.3. The primary risk for the Council following the introduction of the Wellbeing Objectives is 
detailed below.  As such a project of updating the Council’s project management 
framework has been developed.

Risk Category Legislative / Regulatory
Risk 2 The risk that the Future Generations Commissioner issues 

a formal recommendation to the local authority on the steps 
taken to MEET our wellbeing objectives

Risk Owner Gareth Chapman
Impact / Consequence  Publish a public respond recommendation(s)

 Regulatory intervention
 Reputation damage

Risk before Control(s) Likelihood 4 (probable, 60-90 percent)
Impact 4 (not providing adequate mandatory service)
Score 16

Current controls  Scrutiny
Risk after Control(s) Likelihood 4 (probable, 60-90 percent)

Impact 4 (not providing adequate mandatory service)
Score 16

6.4. The key risks to the delivery of the business change strategy are detailed in the 
Business Change Risk Register.  These are summarised below:

6.5. The table below outlines the 2015/16 targets and achievements.

Specific Measurable Outcomes % Target 
2015/16

% Achieved 
2015/16

All identified individuals undertake MTCBC Project 
Management Framework training

100 100

Identified financial targets of efficiency savings are met 
corporately

92 97

Identified timescales for delivery are met corporately 95 88

Project benefits are identified (where appropriate) and 
achieved corporately

95 92

Internal feedback is ranked as high or better 100 95



Page 8 of 20

7. HOW DID WE GET HERE

Reference to Initiatives
(Full details in Appendix II)

7.1. Delivery of the Corporate Change Programme via the Change Management Board and 
Steering Group.  

7.2. Support in the delivery of the Corporate Strategies.

Initiatives completed
7.3. Corporate Change Programme work-streams: Income; Immediate Opportunities

Lessons learnt
7.4. During the delivery of key projects and programmes the following lessons have been 

logged and are being acted upon going forward: 

7.4.1. Greater emphasis on, and identification of, project benefits/dis-benefits and how 
they impact upon Corporate Strategies

7.4.2. Timescale for delivery – Working with Chief Officers and Heads of Service to set 
realistic targets; place extra emphasis on decision making to inform capacity 
planning

7.4.3. Formally gather feedback to better inform delivery
7.4.4. Build on relationships with Chief Officers to inform delivery and help with capacity 

planning
7.4.5. Identify and build stronger skill sets for what Council requires to realise its 

aspiration and vision

8. WHAT WE NEED TO DO NEXT

New 
8.1. Update the Project Management Framework (PMF) as identified within the Wellbeing 

Statement

8.2. Continue to work closely with Chief Officers to realise the outcomes and benefits of 
their Corporate Strategies

8.3. Continue to work towards mitigating the risks contained within Corporate Risk Register

8.4. Complete the actions for Business Change identified within the Audit reports 
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9. THE WELLBEING DUTY

9.1. The Social Services and Wellbeing (SSWB) Act became law in Wales on 01 May 2014, 
which changes the way we assess people's needs and the way we deliver services to 
those people, where they will have a stronger voice to decide what care and support 
they receive.

9.2. The Wellbeing of Future Generations (WFG) Act became law in Wales on 29 April 2015, 
which is about improving the social, economic, environmental and cultural wellbeing of 
Wales.

Preparation for the Wellbeing Duty
9.3. Update the Project Management Framework (PMF) as identified within the Wellbeing 

Statement

9.4. Implement changes to legislation in the delivery of programmes and projects

ELLIS COOPER
DEPUTY CHIEF EXECUTIVE

COUNCILLOR PHIL WILLIAMS
PORTFOLIO: GOVERNANCE AND 

CORPORATE SERVICES 

EVIDENCE
Title of Document(s)

 Business Change Strategy on a Page
 Business Change Delivery Plan
 Business Change Performance Dashboard
 Business Change Risk Register
 Annual Performance Report

Does the report contain any issues that may 
affect the Council’s Constitution? NO

http://intranet.mtcbc.local/intranet/corporate/corporate-strategy/organisational-support/
http://intranet.mtcbc.local/intranet/corporate/corporate-strategy/organisational-support/
http://intranet.mtcbc.local/intranet/corporate/corporate-strategy/organisational-support/
http://intranet.mtcbc.local/intranet/corporate/corporate-strategy/organisational-support/
http://www.merthyr.gov.uk/council/strategies-plans-and-policies/corporate-plan/?lang=cy-GB&
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Appendix I Data

DATA All identified individuals undertake MTCBC Project Management Framework 
training

Quarterly Performance Data Annual Target LA Rank

2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT - - 100 100 100 - N/A

Target - - 100 100 100 - N/A

Difference (-) (-) (0) (0) (0) (-) N/A

DATA Identified financial targets of efficiency savings are met corporately

Quarterly Performance Data Annual Target LA Rank

2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT - - 82 97 96 - N/A

Target - - 80 92 98 - N/A

Difference (-) (-) (2) (5) (1) (-) N/A

DATA Identified timescales for delivery are met corporately

Annual Performance Data Annual Target LA Rank

2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT - - 75 88 97 - N/A

Target - - 90 95 98 - N/A

Difference (-) (-) (-15) (-7) (-1) (-) N/A

DATA Project benefits are identified (where appropriate) and achieved corporately

Annual Performance Data Annual Target LA Rank

2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT - - - 92 100 - N/A

Target - - - 95 96 - N/A

Difference (-) (-) (-) (-3) (4) (-) N/A
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DATA Internal feedback is ranked as high or better

Annual Performance Data Annual Target LA Rank

2012/13 2013/14 2014/15 2015/16 2016/17 2016/17

MT - - - 95 100 - N/A

Target - - - 100 100 - N/A

Difference (-) (-) (-) (-5) (0) (-) N/A
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Appendix II Initiatives

INITIATIVES Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Change Management Board

Change Management 
Programme

Delivery of Corporate 
Strategy Projects

Update Project Management 
Framework

PROJECT TITLE Change Management Board

PROJECT MANAGER Andrew Mogford

DESCRIPTION The purpose of the Change Management Board is to provide the 
overarching governance for the Change Management Programme.  
Senior Officers, Council Leader and Deputy Leader are able to discuss 
and challenge progress together with providing direction for delivery.

SOURCE Change Programme

EXPECTED BENEFIT(S) To accelerate the delivery of change across local authority services and 
to provide direction to the Change Management Programme in 
mitigating risks and issues.

START DATE On going

FINISH DATE On going

PROJECT UPDATE 21 September 2016

This board has matured into a set procedure to govern change across 
the Council.  The board continues to oversee the delivery of the change 
programme.  Self-evaluation of this board is built into the terms of 
reference.

PROJECT TITLE Change Management Programme

PROJECT MANAGER Andrew Mogford

DESCRIPTION The Change Management Programme consisted of 7 work-streams in 
2015/16, namely: Outcome Focussed Resign; Income; Back Office 
(Admin); Corporate Support; Procurement; Customer Services; 
Collaborative Arrangements.  Going forward it is proposed that the 
Change Management Programme consists of 5 work-streams, namely: 
Outcome Focussed Resign; Joint Working; Procurement; Customer 
Services; Social Services and Supporting People.  This is due to 
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completion and evolution of work-streams from 2015/16.

SOURCE Corporate Plan, MTFP & Corporate Risk Register

EXPECTED BENEFIT(S) This programme delivers change across the Council whilst focussing on 
the financial requirements of the Council.  This also considers project 
outcomes that deliver benefits from the corporate strategies and 
mitigate corporate risks.

START DATE 01 April 2014

FINISH DATE 01 April 2020

PROJECT UPDATE 21 September 2016

The following Corporate Change Programme work-streams have been 
completed, although if future opportunities are identified they will be 
considered under the outcome focussed redesign: Income; Immediate 
Opportunities.  Going forward it is proposed that the Change 
Management Programme consists of 5 work-streams, namely: Outcome 
Focussed Resign; Joint Working; Procurement; Customer Services; 
Social Services and Supporting People.  The target savings and 
timescales are being finalised for 2017/18.

PROJECT TITLE Delivery of Corporate Strategy Projects

PROJECT MANAGER Andrew Mogford

DESCRIPTION This project develops and supports the implementation of the 4 
corporate support strategies.

SOURCE Corporate Plan

EXPECTED BENEFIT(S) This project considers outcomes that deliver benefits from the corporate 
strategies and mitigate corporate risks.

START DATE 01 April 2016

FINISH DATE 01 April 2017

PROJECT UPDATE 21 September 2016

Delivery plans for the 4 corporate strategies have been developed.  A 
member of the business change team has been assigned to each chief 
officer.  The delivery of key projects within these strategies is being 
supported and will continue to be.

PROJECT TITLE Update Project Management Framework

PROJECT MANAGER Andrew Mogford

DESCRIPTION To update the project management framework (PMF) to include the 
requirements of the Wellbeing Duty.  Additionally this will be updated on 
the intranet and communicated to all staff.
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SOURCE Corporate Plan – Wellbeing Statement

EXPECTED BENEFIT(S) As a public body, we must publish a wellbeing statement explaining why 
we feel that our wellbeing objectives will help meet the wellbeing goals 
and how we have applied the sustainable development principles.  An 
outcome from this is to update the PMF to ensure the Wellbeing Duties 
are addressed throughout project delivery.

START DATE 01 May 2016

FINISH DATE 01 August 2016

PROJECT UPDATE 21 September 2016

The PMF has been reviewed and a first updated draft shared with the 
performance team.  The next steps are to finalise the updated version 
and put it onto the intranet.  A follow up email to staff will then be sent 
out with an opportunity to undertake project management training.
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Appendix III Graphs and Business Change Risk Register
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1 Risk Event: The change 
programme will not be delivered to 
realise the full savings potential and 
the Council will be unable to set a 
balanced budget

Risk Cause: Processes not 
followed; engagement / 
communication not undertaken 
correctly; approvals not gained; 
business cases not developed 
correctly; appropriate decisions not 
made; political pressures

A negative (WAO) audit review on the
Council's financial and corporate
planning arrangements with potential
intervention

Change Management Programme
Board

Change Management Programme
Steering Group

Change Management Programme –
Risk Sub-Group

5 2 10

2 Risk Event: The change 
programme will not be delivered to 
the required timescales and 
potential service, improvements, 
resilience and savings will not be 
met by the Council

Risk Cause: Processes not 
followed; engagement / 
communication not undertaken 
correctly; approvals not gained; 
business cases not developed 
correctly; appropriate decisions not 
made; PIDs not developed 
correctly; capacity; political 
pressures; reluctance by managers 
to change

A negative (WAO) audit review on the
Council's financial and corporate
planning arrangements with potential
intervention

Change Management Programme
Board

Change Management Programme
Steering Group

Business Change Team Huddles

5 3 15

3 Risk Event: The risk that a 
reduction in resource severely 
limits the implementation of change

Risk Cause: Processes not 
followed; engagement / 
communication not undertaken 
correctly; approvals not gained; 
business cases not developed 
correctly; appropriate decisions not 
made; PIDs not developed 

The reduction of support to deliver
change across the Council will
negatively impact upon service
improvements, resilience and savings
together with hindering a clear and
consistent approach

The reduction in support will
negatively impact on support to
deliver the Council’s strategies (on-a-
page) in line with the Well-Being of
Future Generations Act

Business Change Team Huddles 4 5 20

4 Risk Event: The risk that Council 
strategies and project management 
documentation do not align with 
the Wellbeing Goals or local 
Wellbeing Objectives

Risk Cause: Processes not 
followed; engagement / 
communication not undertaken 
correctly; approvals not gained; 
business cases not developed 
correctly; appropriate decisions not 
made; PIDs not developed; PMF 
documents do not include Well-
Being goals and objectives

A negative (WAO) audit review on the
Council's governance arrangements
for improving the well-being of Wales
and the needs of future generations

Uncoordinated strategies and plans
will not have a consistent message on
wellbeing and are significantly less
likely to deliver positive outcomes for
our communities

Change Management Programme
Board

Change Management Programme
Steering Group

Change Management Programme –
Risk Sub-Group

4 2 8

Risk 
No. Description of Risk Current/Existing Controls to 

Manage the RiskImpact

Assessment of Risk for 2016/17
Impact
(1 to 5)             

Low     High 

Likelihood
(1 to 5)             

Low     High 

Risk Score
(Impact x 

Likelihood)


