
CABINET - 14TH MARCH 2013 
 

Report of the Head of Planning and Regeneration 
Lead Member: Councillor M. Blain 

 
Part A 
 
ITEM 17        P  LANNING & REGENERATION SERVICE REVIEW 
 
Purpose of Report 
 
To feed back on the outcome of soft market testing for a public to public 
shared service and to seek approval for the approach to the Planning and 
Regeneration Service Review. 
 
Recommendations   
 

1. That the results of the public to public soft market testing as outlined in 
Part B to this report are noted  

 
2. That the Planning and Regeneration Service Review is progressed as 

an in-house reorganisation in line with the refined objectives set out in 
Part B to this report 

 
3. That a further report on the proposed structure be submitted to Cabinet 

following consultation with staff and the trades unions and detailing the 
budget implications arising from any IT improvements 

 
Reasons 
 

1. Soft market testing has not provided a robust business case for sharing 
services at the current time 

 
2. To enable the Planning and Regeneration Service to be reconfigured to 

respond to the issues identified in the report and to meet the 
requirement for an ongoing saving of £25k 

 
3. To comply with the council’s organisational change policy & procedures 

and to ensure, through investment in IT, that the council’s objectives for 
channel shift and business efficiency can be planned for and realised 
for the benefit of its customers.  

 
Policy Justification and Previous Decisions 
 
The Corporate Plan 2012-15 sets out the intention to protect frontline 
services; place customers at the heart of what we do and provide greater 
accessibility for customers so they can tell us what they need; and seek ways 
to run the Council more efficiently and creatively so residents get even greater 
value for money. These commitments are supported by the Council’s three 
core values.
 
The structure of the Planning and Regeneration Service was last reviewed in 
April 2011 following the Cabinet decision on 28 October 2010 to undertake an 
organisational review of the Senior Management Team (minute 81 10/11 
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refers) and the second stage reorganisation of Service Heads approved on 17 
February 2011 (minute 134 10/11 refers).  
 
On 1 September 2011 Cabinet resolved to explore alternative models for 
service delivery (minute 43 11/12 refers). An assessment process followed 
and each Service was scored on their potential to be delivered against six 
different service delivery models. On 30 August 2012, Cabinet received a 
report which set out the results of the assessment process and made 
recommendations for each of the Council’s Services. It resolved that the 
Planning and Regeneration Service should undertake an in house service 
review and undertake soft market testing to scope the potential for a public to 
public shared service (minute 43 12/13 refers).   
 
The budget for 2013/14 agreed by Cabinet on 14 February 2013 requires the 
Planning and Regeneration Service to identify £25k ongoing savings (minute 
103 12/13 refers). This was approved by Council on 25 February (minute 77.3 
12/13 refers). 
 
Implementation Timetable including Future Decisions and Scrutiny 
 
The timetable for the Planning and Regeneration Service Review is set out in 
the table below. A future meeting of Cabinet will need to be programmed to 
enable consideration of the service structure and the implementation plan. 
 
7 January 2013 Start Review 

7 January 
21 February Gather evidence – PAS Workshops 

14 March Cabinet – soft market testing and 
approach to service review 

February/March Prepare draft structure 
Determine the business processes to change 

End March Staff Consultation on structure 

March/June Review of business processes and customer 
journey mapping 

June/July (tbc) Cabinet – Consider structure & 
Implementation plan 

 
Report Implications 
 
The following implications have been identified for this report. 
 
Financial Implications 
 
The reorganisation of the Planning and Regeneration Service will need to be 
achieved within the budget and also identify £25k of ongoing savings. 
 
Opportunities for one-off investment in IT systems or infrastructure may need 
to be considered and planned for as part of the business efficiencies work 
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stream so as to realise further ongoing savings through efficiencies and/or to 
improve customer service. Any IT improvements will take a lead from the 
corporate Customer Service Strategy and will be justified in a later Cabinet 
report. Capital expenditure will need to be the subject of an application as part 
of the review of the Capital Plan 2013/14-2015 later in 2013 and will 
be considered alongside other capital applications. 
 
Risk Management 
 
The risks associated with the decision Cabinet is asked to make and 
proposed actions to mitigate those risks are set out in the table below. 
  
Risk Identified Likelihoo

d 
Impact Risk Management Actions 

Planned 
Improvements to back 
office systems to 
improve customer 
access and business 
efficiency are not 
possible due to a lack of 
capital funds leading to 
an inability to realise full 
efficiency savings and 
customer access 

possible moderate Identify business case for IT 
improvements through the 
Service Review and make 
application through the 
capital programme process 
for 14/15 

That the Service will not 
be resilient to deal with 
the identified challenges 
and business needs if 
the in house review is 
not progressed to 
programme, leading to 
reputational impact and 
loss of revenue 

Highly 
probable 

Moderate Progress in house review 

 
Equality and Diversity 
 
An Equalities Impact Assessment will be required to support the proposed 
new structure. 
 
Key Decision:   No 
Background Papers:  None 
 
Officer to contact:   Richard Bennett (01509) 634763 
     richard.bennett@charnwood.gov.uk
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Part B 
 
1. Introduction 
 
1.1 Over the last three years the planning system has been subject to great change. 

New legislation to reduce red tape and decentralise decision making to the local 
level and simplified national planning policy advice in the form of the National 
Planning Policy Framework (NPPF) and an emphasis on ‘Planning for Growth’ have 
placed pressure on local planning authorities to approve housing developments 
where there is a lack of housing supply and to prepare local plans quickly in 
recognition that new development can help kick start the economy. The changes 
come at a time when the Council is working hard to progress its Local Plan Core 
Strategy and the delivery of significant development in the form of four sustainable 
urban extensions, the Science and Enterprise Park extension and the Watermead 
regeneration corridor.  At the same time the country has been subject to challenging 
economic conditions and a programme of austerity which has seen reduced 
spending settlements to local authorities. 

 
1.2 It is clear that for the foreseeable future that planning and regeneration services will 

need to do more for less whilst also playing its part in helping to kick start the 
economy. 

 
1.3 These pressures require a review of the way services are delivered to ensure that 

the Service is resilient and fit for purpose into the future whilst also delivering 
customer service excellence.  The following paragraphs explain the background to 
the review and consider opportunities for sharing services and an in-house 
reorganisation. 

 
2. Background 
 
2.1 The Planning and Regeneration Service was last reviewed in April 2011 following 

the implementation of phases one and two of the Senior Management Review. It 
responded to the urgent need to reconnect reporting lines and provide business 
continuity following the appointment of the Head of Planning and Regeneration 
Services. The Service review brought together Development Control and Building 
Control functions in one Development Management Group while Economic 
Development, Regeneration, Planning Policy, Conservation, Landscape and 
Sustainability functions were brought together in the Plans, Policy and Place 
Making Group. However, it was not felt that full integration of Development Control 
and Building Control services at that time was achievable given staff consultation 
responses and the urgency to reconnect reporting lines. 

 
2.2 In September 2011 Cabinet resolved to explore alternative models for service 

delivery.  An assessment process followed and each Service was scored on their 
potential to be delivered against six different service models. In August 2012, 
Cabinet received a report which set out the results of the assessment process and 
made recommendations for each of the Council’s Services. It resolved that the 
Planning and Regeneration Service should undertake an in house service review 
and undertake soft market testing to scope the potential for a public to public shared 
service.  The objectives for the in-house service review were agreed as: 
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• Reorganise the service to take increased advantage of revenue generating 
opportunities within Building Control and arising as a result of the national 
increase in planning fees  

 
• Provide ‘Culture transfer’ – encouraging the customer focussed and 

commercial approach of the Building Control Service within the Development 
Control Service  

 
• Enable a significant transfer of call handling from the service to the contact 

centre  
 
• Introduce ‘payment by telephone’  

 
2.3 Furthermore, the budget for 2013/14 approved by Council on 25 February 2013 

requires the Planning and Regeneration Service to identify £25k ongoing savings. 
 
2.4 Since April 2011 the Service has been engaged in a Customer Service 

Improvement Project. This project, which is supported by colleagues in Customer 
Services and the Improvement and Development Team, involves a structured 
programme of actions to achieve a step change in customer service and culture 
within the Planning and Regeneration Service. The project is guided by the 
Customer Service Focus Group which is made up of representatives from across 
the Service and the Head of Planning and Regeneration. Over the last year the 
Customer Service Focus Group has developed customer services training for all 
staff and implemented an action plan for change including over 60 quick wins as 
well as identifying longer term projects to improve the accessibility and delivery of 
services.  

 
2.5 An important aspect of the Customer Service Improvement Project has been to 

improve the amount and quality of information about our business and customers. 
Over the last six months we have introduced new customer feedback 
questionnaires for our key customer groups to improve our understanding of their 
wants and needs and what they value. We have also continued to engage in the 
national Planning benchmarking project called ‘Managing Excellence in Planning 
Services (MEPS) led by the government’s Planning Advisory Service (PAS). This 
project provides intelligence on our business processes and enables us to compare 
them against other planning services across the country and in our family group. 
We have been part of the benchmarking project since 2010. 

 
3. Shared Service soft market testing 
 
3.1 The Planning and Regeneration Service has a good record of working 

collaboratively on an informal basis with other local planning authorities and 
Leicestershire County Council. Many of the evidence based studies prepared for 
the Local Development Framework have been prepared on a joint basis providing 
for the sharing of expertise and economies of scale in terms of their cost. Such 
studies include: 

 
• Gypsy & Traveller Accommodation Assessment 
• Strategic Housing Market Assessment 
• Affordable Housing Viability Assessment 
• Green Wedge Review methodology 
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• Strategic Housing Land Availability Assessment methodology 
• Growth Infrastructure Assessment 
• Community Infrastructure Levy 
• PACEC Employment Land Study 

 
3.2 It has also had for many years an informal shared service arrangement with other 

local planning authorities and Leicestershire County Council in the form of the 
Natural and Historic Record Centre. This service records information about the 
natural and historic environment and provides advice to developers, the community 
and the third sector. This relationship will be formalised at the start of 2013/14. 

 
3.3 In terms of formal shared service arrangements, the Service has shared Economic 

Development Services with Leicestershire County Council during 2012/13. This 
agreement has strengthened the support to economic development in Charnwood 
giving additional capacity and coordination at strategic level adding value to major 
projects such as Astra Zeneca, Great Central Railway and the Science and 
Enterprise Park. 

 
3.4 We have maximised the use of resources in the Building Control Service through 

secondments within the Directorate. Over the last few years two members of staff 
have been seconded to Private Sector Housing to assist in the inspection of HiMOs 
and currently one member of staff is seconded to Housing Landlord Services to 
assist with the decent homes programme. 

 
3.5 More recently the Service has investigated whether Leicestershire County Council 

could provide climate change services (in lieu of the resignation of the Sustainable 
Development Officer in October 2012) and it has been working with the Head of 
Revenues, Benefits and Customer Services to implement call handling across the 
Planning Services of both Charnwood Borough Council and Harborough District 
Council. 

 
3.6 In response to the Cabinet’s August 2012 resolution to investigate shared planning 

services, an invitation was first extended on 7 September 2012 at the county wide 
Planning Officer’s Forum. This was followed by a formal approach on 28 September 
2012 to each of the local planning authorities in Leicestershire to invite interest in 
the provision of shared services. Only two of the nine authorities expressed interest 
and meetings were then held to explore what services each authority could provide 
for the other and the potential to integrate services. The main areas of discussion 
were: 

 
• Conservation, Ecology, Landscape and Enforcement professionals providing 

support to other authorities on the basis they would provide additional 
capacity to strengthen their services.  

• Whether there was potential for staff resources to support Charnwood in the 
delivery of growth 

• The practicalities of sharing more comprehensive services, such as 
Development Control, or indeed, the whole Planning and Regeneration 
Service 

 
3.7 It was clear that an approach which relied on the reduction of staff hours at 

Charnwood in order to service the business needs of other authorities would result 
in a drop in output and service in Charnwood. It follows that any request for support 
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in Charnwood that was provided by other districts would rely on spare capacity at 
that authority.  

 
3.8 In both cases it was recognised that a comprehensive shared service across more 

than one local authority area would in its purest sense generate economies of scale 
particularly in the management level and in the back office. However, it was also felt 
that the nature of some of the services being delivered on patch and the 
geographies and practicalities involved along with the different local issues and 
challenges made the sharing of services with these particular local authorities and 
the potential savings less obvious.   

 
3.9 The different IT back office systems used across the County was also seen as a 

potential barrier to sharing services. These would require harmonisation likely to 
involve significant one-off capital costs. It was also felt that members would have 
reservations about a shared service if it was unable to provide flexibility to meet 
local service preferences or if it was seen to reduce local control over decisions 
about the distribution of development.   

 
3.10 The outcome of the soft market testing is that while there continues to be interest in 

piecemeal shared service arrangements where this helps to maintain services there 
is little interest at the current time in working towards a wholesale shared planning 
and regeneration service across two or more local authorities.  

 
4. In-house Service Review 
 
4.1  While it appears that a comprehensive shared service is not currently feasible, there 

remains a need to reorganise the Planning and Regeneration Service to ensure that 
it can respond to the following motivators:  

 
• Government reforms – A service that is able to respond to new government 

policies and legislation including: planning for growth; localism (including 
neighbourhood planning) and which reduces bureaucracy and red tape; 

• Growth agenda – establishing a structure that is able to proactively deliver 
and manage growth whilst still providing a day to day Planning & 
Regeneration service for other customers  

• Austerity – ensuring that the service is efficient and provides value for money 
and is capable of moving to self-set planning fees if this is introduced in the 
future; 

• Customer service excellence – to achieve customer service excellence and 
to improve customer outcomes;  

 
4.2 With these motivators in mind the objectives agreed by Cabinet in August 2012 for 

the in-house service review have been refined to reflect the latest circumstances: 
 

1. to take increased advantage of the integration of the building control and 
development control functions, and embed a Development Management 
approach to service delivery, to secure: 
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a. ‘Culture transfer’ – encouraging the customer focussed and 
commercial approach of the Building Control Service within the 
Development Control Service  

b. Resilience and economies of scale 

c. Value for money and the achievement of customer service 
excellence across the Service 

2. To implement the transfer of call handling from the Service to the 
customer contact centre 

3. To identify opportunities for business efficiencies and improvements in 
customer service in our business processes.  

4. To meet the demands arising from new work priorities (including 
neighbourhood planning and delivering growth) 

5. To provide resilience and flexibility across the Service 

6. To take into account the potential for future public to public shared 
services 

4.3 These refined objectives will provide the basis for the in-house review and be 
delivered as part of an implementation plan. 

 
Approach to the Review 
 
4.4 The Service Review programme is being progressed in concert with the corporate 

draft Customer Service Strategy and its key themes of: 
 

• Customer Insight 
• Culture 
• Access 
• Quality 

 
4.5  The in-house service review is being managed within the Council’s project 

management protocol. A copy of the Project Initiation Document (PID) including the 
objectives, justification, resource allocation and timetable is attached as appendix 
A. 

 
4.6 The Head of Planning and Regeneration is the Project Manager who leads a 

Project Team made up of the leaders of each of four distinct work streams. The 
Project Manager reports to the Project Executive (the Strategic Director of Housing 
Planning & Regeneration and Regulatory Services) on a fortnightly basis. The four 
project work streams and their purpose are: 

 
1. Organisational review work stream – to understand the resources required 

and the HR implications of changing the structure and to design a structure 
that responds to the review objectives and the challenges facing the service; 

2. Business Efficiency work stream – to examine where efficiencies can be 
found within existing business processes, to design new processes where 
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required, to identify ways to overcome barriers to service delivery and to 
deliver excellent customer service; 

3. Accommodation/document management work stream – to take into 
account corporate initiatives to reduce accommodation needs and to 
implement document management systems and explore potential for more 
flexible ways of working; and 

4. Call Handling work stream – to implement the migration of planning related 
telephone calls to the customer contact centre and to support Revenues, 
Benefits and Customer Services in developing call handling services for 
Harborough District Council (links to the corporate Customer Service 
Strategy and Channel Shift agenda). 

 
4.7 Work streams 2-4 are expected to continue beyond the organisational review and 

be delivered as part of an implementation plan. It is likely that funding will be 
required to assist in the delivery of the implementation plan, split between revenue 
and capital projects. At this stage it is not possible to specify projects as they will 
emerge from business process mapping but they might include: 
 

• New modules for back office IT system to web enable services, provide SMS 
text messaging, and overcome the need for double keying of data 

• Improvements to the LDF online consultation software to integrate mapping 
with consultation documents and to improve the customer interface 

• back-scanning of planning and building control files, 
• Additional computer monitors and 
• Hardware to support working off site 

 
In summary it is likely that such investment will enable the Service to improve the 
back office IT system to integrate it better into other corporate software systems 
and to ensure that customer access to services can be improved. This will also 
enable business efficiencies so that new services and financial benefits can be 
realised: an important plank of the Service Review.  Any investment will need to be 
set out in a future cabinet report making it clear what the return on investment will 
be. It may be the case that some projects will require one-off capital investment in 
IT Infrastructure and as such they may need to be progressed through the Capital 
Plan process for 14/15.  
 

4.8 The Service Review does not seek to replicate the initial projects identified in the 
draft Customer Services Strategy but will complement them; being focused on back 
office improvements and operational efficiency. 

 
4.9 The project is supported by a Quality Assurance Team made up of the other Heads 

of Service within the Directorate and led by the Head of Housing. This Team 
provides external support in the form of critical review. The Team Leader is a 
member of the Project Team. 

 
4.10 Staff are kept informed of the review via staff meetings on a monthly basis. This is 

supplemented by regular emails from the Project Manager and information posts on 
the staff notice board and Service Review Intranet page. Initial meetings with the 
trades unions took place on 12 and 27 February. 

 

- 9 -



4.11  Since the project commenced the Business Efficiency Work Stream has been 
assisted by the Planning Advisory Service (PAS) who have made a private sector 
consultant available for no charge. The consultant has provided support and 
guidance through five one day workshops to interrogate and develop our 
understanding of our metrics and to explore how the Service can be reshaped to be 
more responsive to customer needs. PAS may wish to use our experience as a 
case study to show how benchmarking and data collection can help to inform more 
efficient planning services. The five workshops are: 

 
1. Understanding our customers (9 January 2013) – building on the work of 

the Customer Service Improvement Project and involving the Service’s 
CSFG to gain greater insight into our customers including their wants and 
needs and what they value and don’t value and mapping of customer journey 
through process; 

2. Understanding our stakeholders (23 January 2013) – a workshop that 
involved internal and external stakeholders to explore working relationships 
and how they might be improved; 

3. Service structure (30 January 2013) – looking at how the service might be 
redesigned around the customer to be resilient and efficient; 

4. Data and benchmarking (6 February 2013) – analysis of performance data 
and the national benchmarking (MEPS) data; and 

5. Developing an Implementation plan (5 March 2013) – developing an 
implementation action plan to feed into the service review. 

 
4.12  Initial findings from the PAS consultancy are that there are opportunities to improve 

the efficiency of our business processes and customer access. These efficiencies 
can then be taken and used to provide improved customer services or new services 
that we are currently unable to support.  The PAS consultancy has provided a route 
map to achieve our objectives and further work will be required across the Service 
to map our business processes and drive the efficiency agenda. This will need to be 
reflected in the implementation plan for the review. 
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Document History 
 
Revision History: 
 

Version 
Number 

Revision Date Summary of Changes Changes 
Tracked 

0.1 Draft   

0.2 Draft Inclusion of project programme 
and amends to work stream 
members 

N 

0.3 Final Amendments to approvals N 

0.4 Final Amendments to participants, and 
timetable 

N 

 

 

Approvals: 
 

Name Signature Title Date of 
Issue 

Version 

Eileen Mallon Approved 
21/12/12 

Housing, 
Planning, 
Regeneration 
and Regulatory 
Services 

21/12/12 Final 

 

Distribution: 
 

Name Title Date Of 
Issue 

Version 

Eileen Mallon Strategic Director   

Steve Lewis Roberts Development 
Management Group 
Leader 
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David Pendle Plans Policy and place 
Group Leader 

  

Chris Butler HR Support    

David Harris Head of Housing   

    

    

 
Project Classification: Using the Requirements and Risk Framework this project has 
been classified as Medium 

 

 PURPOSE OF THE DOCUMENT 
 
The purpose of this Project Initiation Document is to define the project in terms of business 
reasons for undertaking the project, to describe the scope, to outline its process, 
management and timeline and provide a benchmark for the measurement of success. 
 
The Project Board must satisfy itself that they are in agreement and fully support the 
contents of the PID before committing to the project commencement. 
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1.  TERMS OF REFERENCE 
 
1.1 Background 
 
The Service was reviewed in April 2011. The purpose of the 2011 review was to reconnect 
management reporting lines and to address service gaps following the Senior Management 
Review in December 2010. The review provided for business continuity and was intended to 
be followed up by a further review following a period of consolidation.  
 
1.2 Aims  
 
The aim of the Planning and Regeneration Service review is to deliver a more customer 
focussed service and to better integrate the building control and development control teams 
- particularly the service support teams. The objective is to provide an integrated high quality 
planning service, with an emphasis on delivery, within the context of the efficiency agenda. 
 
1.3 Scope 
 
This project concerns the next phase in the review of the Service; to pick up anomalies in 
the structure and to drive forward business efficiencies following participation in the Planning 
Advisory Service national benchmarking exercise. It will also take account of the council’s 
Alternative Service Delivery Agenda and deliver the expected savings identified in the 
Budget For Change 2013/14. 
 
1.4 Relationship with other Projects 
 
The review will take account of the Council’s Alternative Service Delivery Agenda and the 
results of soft market testing for public to public service delivery. It will take into account the 
Customer Service Strategy. 
 
There may be some relationship with the current project to deliver the Council’s corporate 
accommodation strategy and also the corporate document management project.  
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2.  PROJECT DEFINITION 

2.1 Objectives 
 

1. to take increased advantage of the integration of the building control and 
development control functions, and embed a Development Management 
approach to service delivery, to secure: 

a. ‘Culture transfer’ – encouraging the customer focussed and 
commercial approach of the Building Control Service within the 
Development Control Service  

b. Resilience and economies of scale 

c. Value for money and the achievement of customer service 
excellence across the Service 

2. To implement the transfer of call handling from the Service to the customer 
contact centre 

3. To identify opportunities for business efficiencies and improvements in 
customer service in our business processes.  

4. To meet the demands arising from new work priorities (including 
neighbourhood planning and delivering growth) 

5. To provide resilience and flexibility across the Service 

6. To take into account the potential for future public to public shared services 

2.2 Justification  
 
The review will provide a more efficient service generating savings for the council and 
improved customer service. 
 

2.3 Approach  
 
Four work streams will inform the Review: 
 

1.   HR Organisational review work stream 
2.   Business Efficiency work stream 
3.   Accommodation/document management work stream 
4.   Call Handling work stream 

2.4 Constraints 
 

• Accommodation strategy 
• Document management project 
• Growth agenda 
• Customer Service Strategy 
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3.  PROJECT BRIEF  

Cabinet resolved at its meeting on 30 August 2012 that the Planning and Regeneration 
Service undertake soft market testing for a public to public shared service and undertake an 
in house service review (minute 43 12/13 refers). The Budget for Change will be considered 
by Cabinet early in 2013 and identifies a need to generate budget savings in the Planning 
and Regeneration Service of £25k in 2013/14. 
 

4.  DELIVERABLES 
 
• Work stream plans 
• Agreed timetable for the project 
• Overall project plan 
• Cabinet reports 
 

 5.  PROJECT ORGANISATION AND CONTROL 

 
 

5.1 Project Organisation Structure 
 

Project Executive: Eileen Mallon 

Project Manager: Richard Bennett 

Project Team: Richard Bennett, Steve Lewis Roberts, David Pendle, 
Amy Mansfield (LCC HR), David Harris (Quality Lead) 

Project Support N/A 
Quality Assurance 
Team 

David Harris (lead), Alan Twells, Clare Holford, Jim 
Preston and  

HR Organisational 
review work stream 

Richard Bennett (lead), Amy Mansfield (LCC HR), 
Steve Lewis Roberts, David Pendle, Rachel Beaumont 
(EIA support) 

Business Efficiency 
Work stream  

Richard Bennett (lead), Steve Lewis Roberts, David 
Pendle, PAS 

Accommodation & 
document management 
Work stream 

David Pendle (lead), John Casey, Document 
Management Working Group.  

Call Handling work 
stream 

Steve Lewis Roberts (Lead), Dave Platts, Graham 
Walton, Rachel Beaumont 

 
 
5.2 Project Communication Plan 
 

Information Audience Frequency Owner 

Project plan Corporate Start of process and 
when reviewed 

Project 
Manager 

Highlight report & Risk Project Board Monthly Project 
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Register Manager 

PAS evidence 
Service, Lead 
members 
Project Team 

When prepared Project 
manager 

Service Review 
Consultation report Service staff 

Monthly Staff 
meetings and 
regular 
Emails briefings and 
notice board 

Project 
Manager 

Cabinet report Councillors 14 March 2013 & 
June/July 2013 

Project 
manager 

    
    

 
5.3 Control of Issues and Risk 
 
Any member of the Project team or Assurance team may raise an Issue or Risk with the 
Project Manager. They should be communicated verbally and confirmed in writing within 
24hrs. The PM will then record the Issue/Risk on the appropriate log and allocate a 
reference number. The Logs will be maintained with each Issue or Risk bring allocated a 
status of either Acknowledged, In progress or Resolved. 
 
 

6.  INITIAL PROJECT PLAN  
 
The plan below identifies indicative dates for the main areas of the project.  A more detailed 
plan will be compiled once the approach to the project has been agreed on 7 January 2013. 
 

Task Start 
Date 

End Date Deliverables 

Identify key steps in review 
process with HR 5/12/12 21/12/12 Project plan 

Project Executive 
 21/12/12 21/12/12 Approved PID, agreed approach 

and work streams 
Project Team established and 
initial meeting held 7/1/13 - Draft work stream plans 

Draft initial service review 
proposals 

7/1/13 31/1/13 Identify outline structure, 
prepare JDs and PSs etc 

PAS workshops 9/1/13 5/3/13 
Understanding of Customers, 
Service performance data and 
metrics 

Business process & customer 
Journey mapping 

February June Core set of processes mapped 
and implementation plan for 
change prepared 

Report to Cabinet 14/3/13 - Cabinet report comprising of 
outcomes from PAS workshops 
Soft market testing results and 
approach to service Review 

Draft consultation paper - 31/3/13 Consultation report 
Consultation on service review February  Consultation with staff/unions; 1-
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(30 days) 2-1s with affected staff; 
comparability challenge; mid 
point meeting 

Report consultation and final 
structure to Cabinet 

June/ 
July 
2013 

- Cabinet report comprising of 
consultation report, report of 
consultation and detailing 
changes to be made and 
savings. 

Implementation June 
2013 

April 
2014 

Selection process 
Delivery of new business 
processes 

     
 

7.  RISK MANAGEMENT  
 

Risk 
 

Likelihood Impact Planned Mitigating 
Actions 

Failure to allocate 
sufficient resources to the 
project leading to delays in 
the review process 
resulting in reduced staff 
morale and loss of 
potential savings 

3 (possible) 3 (moderate) 

A project team will be 
mobilised as part of the 
project set up and staff 
will be clear about the 
level of involvement 
required. 

 
 

 

8.  PROJECT QUALITY PLAN  
The Assurance Team will perform a quality role throughout the project. The phase/stage 
plans identify the deliverables that need to be quality assured. In addition to the quality 
checking of Key deliverables there will be a further check at the end of the project i.e. a Post 
Project Quality Review. 
 
The purpose of this will be to determine whether the project has been a success. The 
following points will be assessed: 
 
• The Review has been managed using a project framework following Prince 2 principles. 

There will be a certain amount of tailoring in Prince 2 aspects which will be agreed 
between the Project Manager and Project Executive. 

 
• A review of the use of controls e.g. Project meetings, progress reports etc The 

Assurance team will make recommendations for any changes plus details of where the 
agreed controls were not followed and the reasons why. 
 

• A review of whether the objectives stated in this PID have been achieved. 
 

• A review of the actual resource spent in comparison to the time and money estimated in 
the project plan.    
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