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CABINET - INFORMATION REPORT

To:   Chair, Ladies and Gentlemen

MTCBC Change Programme – End of Year Report 
2017/2018

1.0 SUMMARY OF THE REPORT

1.1 This report provides an update on progress of the MTCBC Change Programme as at 
end of the financial year 2017/18.  The programme of change for 2017/18 has been 
developed and delivered through the following work-streams: Customer and 
Administrative Support Services; Collaborative Arrangements; Income; Outcome 
Focused Redesign (redesign of all our frontline services).  

1.2 The MTCBC Change Programme is governed by the Change Management 
Programme Board (CMPB).  The CMPB is chaired by the Deputy Chief Executive. 
The MTCBC Change Programme works alongside the Budget Board to address the 
financial requirements of MTCBC.  The operational delivery of identified change 
programmes and projects is monitored via the MTCBC Change Management 
Steering Group (CMSG).  

1.3 It should be noted that the position for 2017/18 shows delivery at 89% of the 
anticipated savings this equates to a saving of £2,574,000 against a target for the 
Council of £2,898,000.  

1.4 The next steps for the MTCBC Change Programme will be regarding the design and 
delivery of projects for change and well-being building on the work carried out in 
2018/19 and previous years.  At present proposals are being developed for approval 
resulting from the Budget Strategy exercise and will be set out in the programme of 
change going forward.  This will include supporting the development of proposals 
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and implementation to meet financial pressures and Well-being objectives.  These 
proposals will follow the operating model design for MTCBC.  The following the work-
streams have been planned to continue into 2018/19: Income; Customer and 
Administration Services; Outcome Focussed Redesign; Joint Working with other 
Councils (where appropriate).  Other work-streams are likely to emerge as proposals 
are developed and approved.  

2.0 INTRODUCTION AND BACKGROUND

2.1 Cabinet Members will be aware of the ‘Revenue Budget Monitoring 2017-18 – 
Quarter 4’ report presented to Cabinet on the 4th July 2018.  This reported a net 
revenue surplus of £73,000 for 2017/18 and included savings realised as part of the 
MTCBC Change Programme.  

2.2 To arrive at this position, address the financial pressures of 2017/18 and going 
forward for MTCBC, five work-streams have been developed within the programme.  
These are: Customer and Administration Service; Procurement; Collaborative 
Arrangements; Income; Outcome Focused Redesign (redesign of our frontline 
services).  

2.3 The MTCBC Change Programme is governed by the Change Management 
Programme Board (CMPB).  The CMPB is chaired by the Deputy Chief Executive.  
The CMPB reviews change programmes and projects and has the authority to call on 
service managers and/or programme/projects managers to challenge and support 
them on the delivery of their programmes/projects.  

2.4 The MTCBC Change Programme works alongside the Budget Board to address the 
financial requirements of MTCBC.  As such this report supports the ‘Revenue Budget 
Monitoring 2017-18 – Quarter 4’ report.

2.5 The operational delivery of the identified change programme and projects is 
monitored via the MTCBC Change Management Steering Group (CMSG).  The 
CMSG provides challenge and support to service managers and, in conjunction with 
the CMPB, hold managers accountable for delivering proposed change and/or 
savings.  The group comprises of MTCBC officers and is chaired by the Head of 
Strategic Support Services and is made up of staff members from Business Change, 
Legal, HR, Communications, Finance, Equalities, Risk and Consultation.  This 
approach allows the programme to maintain the pace required for delivery in 
implementing the work-streams outlined above.

3.0 PROGRESS – QUARTER FOUR (End of Year)

3.1 To be able to manage the programme effectively, the work-streams have been 
categorised as follows:



Category Explanation
Blue Project 100% complete and savings accrued
Green Successful delivery of the project/programme to time, cost and 

quality appears highly likely and there are no major outstanding 
issues that at this stage appear to threaten delivery significantly

Amber Successful delivery appears feasible but significant issues 
already exists requiring management attention. These appear 
resolvable at this stage and if addressed promptly, should not 
present a cost/schedule overrun

Red Successful delivery of the project/programme appears to be 
unachievable. There are major issues on project/programme 
definition, schedule, budget required quality or benefits delivery, 
which at this stage does not appear to be manageable or 
resolvable. The Project/Programme may need re-baselining 
and/or overall viability re-assessed

3.2 The work-streams outlined below are to address changes required for 2017/18.  The 
current status of these work-streams (following the June 2018 Change Management 
Steering Group updates) is summarised in the table below: 

3.3 It should be noted that the position for 2017/18 shows delivery at 89% of the 
anticipated savings (a saving of £2,574,000 against a target of £2,898,000) for the 
Council.

3.4 The MTCBC Change Programme has delivered financial savings of £738,737.  The 
BRAG status has remained unchanged for 3 work-streams above, namely: Customer 
and Administration Service; Social Care and Supporting People; Income project.



3.5 The Customer and Administration Service project status is Red. This is due to the 
reduced pace of the project.  This concerns some intricacies that have been 
encountered with software and systems. The mitigating actions in the quarter 3 
report relating to the creation of online forms has allowed customers self-serve in 
relation to the highways service, forms including, reporting a pothole, damaged street 
furniture, overhanging vegetation etc. These forms coupled with the creation of forms 
for Waste Services are the high volume areas that require less officer interaction and 
are the less complex service requests.  As we continue the delivery of this project the 
IVR telephony structure will be changing to a more specific targeted service, there 
will be options for ‘pay for it’, ‘request it’, ‘report it, and ‘apply for it’. This will be the 
first layer of options. The purpose of the new structure is to make customers aware 
of the digital offering at the first opportunity and encourage customers to use this 
mechanism. This new way of interacting with the Council  will divert unnecessary 
calls from the Contact Centre onto online offering or automated payment line for 
invoices, council tax etc. 

3.6 The Social Care and Supporting People projects are broken down to include Adult 
Services, Supporting People, and Children’s Services projects. The overall BRAG 
status is Red.  This is due to the original financial savings attributed to the service 
potentially not being met in the financial year. The savings that have not being met in 
the financial year 2017/18 will be reviewed going forward.

3.7 The savings attributed to Adult Services for some projects have not been fully met. 
These savings were significant in the allocation attributed to Social Care. 

3.8 The project to look at Targeted Prevention Alliance was identified and reported as 
unfeasible. It was agreed by Corporate Management Team that a project to review 
Care homes and how the Council provides its care home provision replaces it within 
the MTCBC Change Programme. This project is in progress and is currently 
identifying options.

3.9 The project relating to Learning Disability Day Services has had an independent 
review carried out with options identified.

3.10 The savings attributed to Supporting People have been maximised from what 
MTCBC deems feasible from original proposals. 

3.11 The savings attributed to Children’s Services have been met.

3.12 The Income project and Procurement has been changed to blue (complete) for 
financial year 2017/18 but will potentially be reinstated to look at income and 
procurement opportunities for financial year 2018/19.

3.13 Any redundancy costs were accounted for centrally through the Finance Team.

3.14 The Business Change Team holds quarterly meetings with the Chief Officers to 
ensure the correct support is provided to deliver change. The support required by, 
and offered to, the Chief Officer is discussed and reviewed, as well as the required 
support for the coming quarter. This allows for the identification of common needs 
and also to review the capacity of the team coinciding with the skills required by the 



Chief Officer. Chief Officers are asked to complete a feedback form to do this.  The 
feedback form responses for 2017-18 are currently being collated and analysed and 
will be reported at a later date.

4.0 NEXT STEPS

4.1 To present options to Cabinet and Council resulting from the Budget Strategy 
exercise and set out the programme of change going forward, and in doing so 
reassess the change and/or savings proposals for inclusion into the MTCBC Change 
Programme for 2018/19.

4.2 To widen the scope of the MTCBC Change Programme to include our Well-being 
projects.  This will ensure the governance mechanism for change and well-being is 
strengthened.  This will enhance the challenge and delivery in terms of MTCBC and 
PSB well-being objectives and the sustainable development principles (five ways of 
working).  

4.3 To continue to develop and support the implementation of proposals to meet the 
financial pressures and well-being objectives.  These will be based on the operating 
model design for services and align to the MTCBC Change Programme.  

4.4 To continue to monitor, challenge and support the delivery of the change programme 
via the Change and Well-being Steering Group and Change and Well-being 
Programme Board.

5.0 FINANCIAL IMPLICATION(S)

5.1 There are no financial implications relating to this report.

6.0 EQUALITY IMPACT ASSESSMENT

6.1 An Equality Impact Assessment (EqIA) form has been prepared for the purpose of 
this report.  The outcomes are summarised below.    The form can be accessed on 
the Council’s website/intranet via the ‘Equality Impact Assessment’ link.

6.2 MTCBC Change Programme – End of Year Report 2017/2018 – It has been found 
that a full assessment is not required at this time.  This report has a neutral impact 
on all 11 of the protected characteristics.

ELLIS COOPER
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EQUALITY IMPACT 
ASSESSMENT

July 2018 Business Change Team

Does the report contain any issue that may impact the Council’s 
Constitution? No

Consultation has been undertaken with the Corporate Management Team in respect 
of each proposal(s) and recommendation(s) set out in this report. 


