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If local government wants to be taken
seriously about the limitations of central
government •command and control•, it
needs to practice what it preaches, says
SOLACE president-elect Mike Pitt, CEX
Kent CC. 

•There is overwhelming evidence that
truly successful, thriving organisations are
ones which empower their staff to work
out their own solutions within a broad
framework of shared purpose. But how do
you reconcile this with a tradition in which
priorities are supposed to be set from the
top? 

•Too often, we pretend that all our

outcomes are planned and foreseen, and
transparent to the Members at the centre
of the authority … not to mention the civil
servants peering over their shoulders,• he
said. 

How to unleash the creativity and human
potential within local authorities without
provoking an outbreak of chaos and a
breakdown of accountability is the central
theme for this year•s SOLACE conference,
hosted by Pitt.

•We must learn to look at ourselves less
as the pilots of a huge machine, and more
as the conscience of a living organism …
like a flock of birds whose members can all

turn together at a given moment,• said Pitt
who is bringing together a small think-tank
of CEXs and SOLACE leaders to look at
these issues and
report to
confer ence.

•I shall shortly
be offering a
proposition, in
the form of a
further draft of the
confer ence
programme, for
comment by anyone
within the wider

Focus
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SOLACE community who has reflections to
off er about the implications of new styles
of leadership in local government. 

•I have also arranged for one-to-one
conversations to take place and be
recorded with a large sample of chief
executives, from a representative cross-
section of authorities. This way I can listen
to  more leadership stories, make further
sense of all the changes taking place, and
enhance the conference design
accordingly,• he said.

•Consultation needs to become the kind
of communication that encourages

dialogue and participation, enables or
facilitates, inspires creativity and
empowers others. Yet leaders must also
accept the responsibilities they have been
given to put forward ideas and
propositions … to shape the learning taking
place,• said Pitt.

•To what extent is it legitimate for us to
set the agenda for a much wider
population who cannot, of necessity, all be
represented or consulted at once? How do
leaders get far enough ahead of their
followers that they can be seen and yet
still be heard? Obviously, we cannot all

hope to go at the same speed. Perhaps the
most we can aim for is to keep 80% of you
happy, while offering something of interest
to  the other 20%? Maybe we should take
to  heart the motto: To listen, we must first
consult … to consult we must first inform.•
■ TThhee  SSOOLLAACCEE  ccoonnffeerreennccee  TThhee  TTrraannssiitt iioonn
ZZoonnee wwiillll  ttaakkee  ppllaaccee  iinn  BBoouurrnneemmoouutthh  oonn
OOccttoobbeerr  2222--2244..  MMoorree  ddeettaaiillss
wwwwww..ssoollaacceeccoonnffeerreennccee..oorrgg..uukk
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How to use survey research and
performance data effectively will be the
focus of a presentation by Ben Page, who
heads up MORI•s public sector practice, at
the SOLACE senior members conference
in June. He will highlight the importance of
focusing on what really matters. •It is all
about remorselessly prioritising and
identifying the what-to-ignore results,• said
Page. 

•Too many authorities still need to make
performance management systems more
than a paper chasing exercise that
occupies third and fourth tier officers
alone. And they need to draw up objectives
that actually mean something to real
people, rather than a wishy-washy list of
things no one can disagree with, but every

one can pass the buck on.•
The advent of Comprehensive

Performance Assessment means there is
much more attention being paid to
performance data by leaders in local
government, said Page. •Some chief
executives have discovered a new found
fascination in PI data as they struggle to
demonstrate how they really are striving
rather than coasting.• 

MORI•s analysis of public perceptions of
service delivery highlight that for some

services and
some PIs,
factors
outside
authorities•
contr ol … like
the ethnicity
or deprivation levels of the local
population … may have fundamental
impacts on performance. Even allowing for
these factors there are particularly large
variations in performance in authorities

Ben Page: •Authorities need to draw up
objectives that actually mean
something to real peopleƒ•

Focus, prioritise
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serving deprived, multi-ethnic
communities. 

It is also increasingly clear that while
most authorities are now doing research
via surveys and panels much of the money
spent on this is being completely wasted
because of a lack of follow through, said
Page. •There are plenty of easy wins to
make research and consultation sharper,
cuter and altogether more effective, rather
than a turgid exercise used to rubber
stamp the bureaucracy of the best value
industry which we ourselves have helped
create.• To find out more about the MORI
Social Research Institute click on:
www.mori.com/sri
■ Developing Potential … Delivering
Excellence, the SOLACE Senior Managers•

conference, will hear from Local
Government minister Rt Hon Nick
Raynsford MP, Andrew Foster of the Audit
Commission, and Mel Usher of the IDeA.
SOLACE VP Mike Pitt, CEX Kent CC, will
speak about Councils on the Edge and
SOLACE DG David Clark will look at what
more SOLACE should do for senior
managers.

■ Developing Potential … Delivering
Excellence will be held at Chelsea Village
on Thursday 13 June 2002. 
More information from Philip George. 
Tel: 0845 601 0649. Email:
philip .george@solace.org.uk
■ More details at:
www.solace.org.uk/ seniormanager
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Sir Michael Lyons, director of INLOGOV, is
the latest recruit to SOLACE Enterprises …
the company arm of the Society. The
appointment of the INLOGOV director is
part  of an ambitious scheme to develop
the company•s recruitment and selection
portfolio.

Lyons, will act as the portfolio•s adviser in
product and business development,
particularly in the county and large
metropolitan councils. On large projects he
will act as adviser to the client on
appointments.

Managing director of SOLACE
Enterprises Andrew Coleman, said: •I am
delighted that Sir Michael has agreed to
join the company. He is widely respected
within local government and significantly

enhances our capability in this important
area of the company•s business.•

The appointment of Lyons will be used by
the company as the impetus to re-launch
its recruitment and selection division.
Christine Morgan, formerly HR director of
the London Borough of Sutton, will join
Lyons and the existing experienced team.
The core product will be updated, including
new assessment centre materials and the
use of ICT. The executive search capability
will be enhanced and the menu approach
for those districts which have difficulty
affording a full service will be marketed
more actively.

The plans to develop the recruitment and
selection portfolio are part of bigger
development plans that managing director
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Andrew Coleman has for SOLACE
Enterprises as a whole.

•We have had an exceptionally successful
2001/02 where we have effectively built
on our links with SOLACE, the quality and
depth of our associates and the depth and
breadth of our services and offerings.•

To sustain this success, Coleman
presented proposals to the SOLACE
Enterprises Board, which will result in the
company focussing its activities around
five key targets, They are:
■ Exploiting White Paper opportunities-
providing practical support to authorities
throughout the CPA process;
■ Flexible Resourcing … market
consolidation;
■ Recruitment and Development …
relaunch;

■ Business Development … establishing a
regional/local network; and
■ Associate Development … a programme
to  develop associates to provide greater
added value to their clients. 

Coleman added: •This focus does not
mean that we will be neglecting other
important areas of company activity. Our
work on leadership and people development
will be particularly important given the
theme of this year•s SOLACE conference.•

He also announced the company will
issue a quarterly company newsletter to
SOLACE members.
■ If you would like to know more about
the company arm of SOLACE or ask it to
help you out with some work contact
Andrew Coleman. Tel: 0207 233 0081.
Email: andrew.coleman@solace.org.uk
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Partnerships for Improvement was the
theme for this year•s SOLACE Wales
conference attended by members of SOLACE
and other public sector organisations. 

The perspective of the changes arising
from the Wales Programme for
Improvement were outlined by Andrew
Wood, director of District Audit Wales and
lead manager for the Audit Commission. 

Sarah Richards of Zurich Municipal
Management Services gave an in-sight
into the new vocabulary required in
assessment of risk … which was not of
necessity a negative approach to service
improvement.

Perspectives from the private sector were
given by a challenging presentation by
John Seddon of Vanguard Education while

Vincent Kane OBE, of the Wales Quality
Centre, emphasised that the ethos of public
service be strongly demonstrated.

The conference heard about various case
studies including a pathway project in
Ceredigion CC and a whole pilot authority
assessment, with the assistance of District
Audit, to better understand the
requirements of the Wales Programme for
Improvement.

The experience of the City and County of
Swansea in carrying out in-depth health
checks were given by Laurence Bailey,
Leader of the Authority and Vivienne
Sugar, CEX.

The contribution of Syniad was explained
by Colin Everrett and the conference
closed with a keynote address by

Mrs.Edwina Hart MBE AM, Minister for
Finance, Local Government and the
Communities. Mrs.Hart gave pointers for
the future arising from the Wales
Programme for Improvement and the
Wales Assembly Government Policy on
Freedom and Responsibility. 

Vice-Chair of the SOLACE Wales Branch,
Owen Watkin, CEX of Ceredigion CC said: •I
am glad that delegates felt that they had
an opportunity of hearing diverse opinions
and understanding that no one solution
was available to meet the challenge of
improvement. The high quality of the
speakers and the timeliness of their
messages was well received by delegates.
We are also grateful for Zurich Municipal
for making the event possible.•
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The key words for local government are
delivery and performance closely followed
by community, Lucy de Groot of HM
Treasury told delegates at the annual East
of England SOLACE regional conference.
She stressed that local government must
emphasise its role in the community and
understand its impact on the community in
the future.

She explained how recent shifts in
thinking (ie from short to long-term
planning as evidenced by the budget) had
affected central government departments,
in particular thinking had moved towards
part nerships rather than control.

She concluded by identifying twin

challenges for local government. First it
must deliver community leadership and
secondly, it must be able to demonstrate
effective performance and a culture
committed to continual improvement. She
warned there was a danger that •silos• may
be replicated in this new approach and
that this should be avoided.

A snapshot of de Groot•s presentation: 
What does this new relationship mean?
■ Part nership rather than control
■ Local government not local
administration
■ Devolved power and responsibility
rather than central prescription

LAs that are: 
■ Dynamic and innovative
■ Excellent in delivering quality public
services
■ In touch with their citizens
■ Effective community leaders
What does the government want in exchange?
■ Delivery, delivery, delivery
■ LAs need to show they are tackling twin
challenges:
■ Delivering quality public services plus
■ Being effective community leaders
■ Able to demonstrate
■ Effective performance systems and
■ A culture that is committed to (and
delivers) continuous improvement

Focus
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Where do we go?
■ New partnership between LG and central
government means hard work developing
understanding and trust
■ Central govt has a lot to learn from local
government but that doesn•t mean LG can
put all the onus on Whitehall to change
■ Grown up relationships imply grown up
people with grown up expectations … both
sides need to encourage mutual growth
and maturity.

Andy Walford, regional director, Audit
Commission Inspection Service, in his
presentation to delegates gave a detailed
insight into the best value review process
and how this would affect and work with
the Comprehensive Performance
Assessment framework. He highlighted
how •striving• councils would apply to a
continuity of performance from those who
were high performing in areas to councils
which were just emerging from the failing
category.

Labour Party chairman Charles Clarke
MP was delayed by traffic and some
delegates missed his arrival but those who

did stay were able to join the MP in a
round table discussion in which he gave a
fascinating insight into the challenges
facing local government, said Steve Baker,
branch secretary of the SOLACE East of
England branch.

Chair of the Branch Annie Ralph, CEX
Braintree DC, said: •Many of the delegates
… including the SOLACE President …
thought it was the best conference they
had been to for a long time.•
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More than 10 new chief executives took
part  in the latest new chief executives
briefing run by SOLACE Enterprises. The
two-day course is a chance for new chief
executives to come together and learn
from each other and experienced chief
executives about the top job.

Richard Samuel, the new CEX at Thanet
DC, said: •It was good to talk to other
people in the same boat as yourself. It can
be a lonely job so I think most of us found
it very useful to be able to talk to each
other.• Samuel has been CEX at Thanet
since January. He was previously
Community Services Director at
Sevenoaks.

Deborah Cadman, the new CEX at St
Edmundsbury BC, said it was •incredibly
helpful• and thinks it will be good to

maintain the group dynamic. Cadman took
up her post in March, she was previously
manager of inspections, including
corporate governance, with the Audit
Commission.

Byron Davies, new CEX at Caradon DC,
said the course had been highly
recommended to him by his previous CEX
at Crewe and Nantwich BC, where Davies
was executive director. •It certainly lived
up to expectations. It is an important part
of induction into the job.•

David Williams, the new CEX at Guildford
BC, said: •It was excellent preparation and
really valuable to meet with other new

chief executives. I am looking forward to
our meeting again in September when we
can build on experiences.• Williams took up
his post in May. He was previously policy
director at Poole.

Course director Roger Paine, vice
president with SOLACE Enterprises and
former CEX himself, said: •The new chief
executive briefings are extremely popular
because it is vital that new CEXs have
somewhere and someone to talk to about
their new roles away from the office.•
■ Check out the details of other courses
run by SOLACE Enterprises on the Course
Diary page. 
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The Government•s draft national strategy
for local e-government is well worth
reading, says the chair of the SOLACE
Management Practices and e-Government
panel, Bill Taylor, CEX West Lancashire DC.
The •stream of indifference• (LGC) into
which the report has been launched is a
•little harsh• he says.

•Although one cannot help but feel it is
too little too late, it is a document which is
well worth reading, or at least the
summary is. I don•t think it takes us much
further forward and it doesn•t add
anything to what was said in the Sing
When You•re Winning report.

•But the one point which the report does
make and … cannot be made often enough
… is that e-government is not for techies. It

is a management tool and the big
challenge for all of us is to ensure that we
guide members and colleagues alike
towards that end.•

Taylor is hoping to arrange for Sir
Michael Lyons of INLOGOV to speak at the
October meeting of the Management
Practices and e-Government panel. If you
are interested but not a member of the
panel you are welcome to attend and to
bring your council leader, says Taylor.
Lyons will be talking about From
Management to Leadership which will
include discussing the leadership dynamic
between elected members and officers.
■ More information from Bill Taylor. 
Tel: 01695 585010. 
Email: bill. t aylor@westlanc sdc.gov.uk
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The SOLACE AGM will be held on
Wednesday 3 July 2002 at the
Marsham Court Hotel, Bournemouth,
at 4.30pm. The ALACE AGM will be
held immediately after. A drinks
reception for the new president has
been arranged for the same
afternoon starting at 5.30pm. 
■ More information from SOLACE
executive manager James Jeynes.
Tel: 0207 233 0081. 
Email: john.mullooly@s olace.org.uk

Solace AGM
Diary date



The view of SOLACE
on how local
government is
reacting to the Local
Government Act
2000 will be
presented to the
Urban Affairs sub-
committee at the

House of Commons by Waveney•s CEX,
Mairi McLean (pictured). The Act was
designed to make the democratic process
more accessible to the public by
modernising local government .

The report refers to the expectations
placed on all local authorities which are
causing significant strains for smaller
organisations with limited resources.

However, all authorities, regardless of size,
have to address the diversity of issues
which make local government the exciting
local community leader which potentially it
can be.

Another concern is that the new model
does not seem to be raising the interest of
the public in local government and there is
still no evidence that it is increasing the
desire for members of the public to come
forward and become local councillors. The
quality of debate is increasing and
particularly in shire county and unitary
authorities members are readily grasping
their new delegated authority.

This, in itself, raises questions of the
off icer-member relationship and overall
council management. The Local

Government Act sets up overview and
scrutiny committees as a counter-balance
to  the executive. Firstly, to scrutinise
decisions taken by the executive and to
ensure public accountability (scrutiny).
Secondly, the overview role of helping to
advise the executive members and to look
at specific policy issues. It will take time
for these changes to become fully
effective. 

While the business of local authorities
continues and the executive cabinets can
be said to be working effectively, many
councillors are still very unhappy with
their role on overview and scrutiny
committees, even when these are also
working effectively.

Local and area committees are being set
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up, again with a range of success. Most
authorities would point to successful initial
meetings. Councils in two tier authorities
are running joint area committees, which
are being attended by police, parish and
town council representatives. Authorities
must ensure that the bureaucratic process
does not overwhelm these welcome
initiatives.

There is much talk of regional
government for the 21st century and the
need is to ensure that this is carefully
planned and restructured on a coherent
basis. We must not risk further public
confusion and alienation.

The Act places the greatest importance
on high ethical standards. A reform was

long overdue. Guidance needs to be in plain
English and further thought needs to be
given to the levels of control needed over
small parish councils who are concerned at
the impact of the full Model Code.

SOLACE was very disappointed to see
that the Government had not included the
words •private club• in the Model Code and
this will only continue the debate about
the secretive nature of such •clubs• which
can only be harmful to local government. 

Broadly, the new Act is welcome but
attention has to be paid to the resourcing
issues, particularly of smaller councils.
SOLACE believes that an opportunity has
been missed to embody in law the
requirement to adopt different, more

respectful, behaviour proved to motivate
people to improve performance.
■ More information from Mairi Mclean at
Waveney DC. Tel: 01502 523200. 
Email: anne.panella@waveney.gov.uk



The introduction of e-voting into UK
elections has the potential to bring
significant advantages to the electoral
processes but the •inevitable trade-offs•
between security and convenience should
not be allowed to compromise the
fundamental principles that underpin UK
democracy.

The Implementation of Electronic Voting ,
a SOLACE-backed report, carried out by
De Montfort University, Essex University
and BMRB, argues that e-voting offers
advantages over conventional voting
methods including voter convenience,
robust and flexible elections which may be
simpler and more efficient to run. It may
also, says the report, have •great appeal• to
many voters.

But implementing e-voting is more
complex than it first appears. The
Implementation of Electronic Voting
supported by SOLACE, the LGA, DTLR, the
Office of the E-Envoy IDeA, Electoral
Commission and AEA does not seek to
engage in arguments over whether e-
voting should be introduced but
concentrates on how it can be
implemented. Central to the debate is an
understanding of the potential barriers to
implementation and the way in which they
can be overcome. 

Working on the assumption the General
Election after next … possibly as soon as
2008, certainly 2011 … will be an e-enabled
election the research team, under the
guidance of Dr Lawrence Pratchett, looked
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at the opportunities to vote electronically.
They include fixed line telephones, mobile
te lephones, the internet, digital TV, postal
voting and electronic machines at polling
stations.

The research does not confine itself to
simply modernising the electoral
processes but it has a broader concern
with democratic renewal. It says the
argument for modernisation was summed
up effectively by Richard Allen MP at a
workshop organised by the research team
in December 2001, when he argued: •For a
democracy to command respect it must
operate in the same way as people do
everything else in their lives.• 

Increasingly people use electronic means
for banking and shopping. Government
policy often assumes new technologies
hold the solution to many problems …
CCTV and congestion charging, for
example. There is an expectation, the
report concluded, that technology should
lie at the heart of all modern systems.

But there are others who argue that
voting is a unique process though which
individuals engage democratically. The
report quotes Gibson, who argues:
•Everyone, regardless of social status
needs to make their way to the
polling booth to vote and, in so
doing, they enter the public
sphere. Coming together at an
off icially designated spot serves
to  remind one of the importance
of looking after broader civic
interests as well as our narrow
self-interests.•

According to this argument
modernisation of the electoral
process is not desirable because it reduces
voting to the same level as everyday
activities such as banking and shopping
rather than elevating it to an important,
unique and separate event of civic
engagement. 

While such arguments are significant
they are not wholly persuasive, says the

report. There is a logical relationship
between voting processes and the other
activities of daily life, even if some
features are separate. The report
concludes elections must look and feel

more modern but any
modernisation must not
overlook the concerns of citizen
engagement with the political
process. 

•In seeking to modernise the
election process, therefore, it is
important to emphasise the
uniqueness of elections as the
primary act of democratic
engagement and to build upon

that uniqueness rather than undermine it,•
says the report.

Working through the different types of
•electronic interfaces• available including
e-voting machines within polling stations,
National Lottery terminals, ATM networks,
personal computers, telephone, digital TV
the report lists the problems they face in
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accessibility, secrecy, privacy, security,
system overload and public confidence. It
concludes that a wide range of
technologies are feasible to support e-
voting, although all have problems which
will need to be addressed. 

In the short-term, says the
report, the most promising
technologies (ie those with the
least vulnerability) appear to be
electronic voting machines in
polling stations. In the longer-
term, interactive digital TV and
the internet may also offer
suitable platforms for
implementation.

An important first step, the report
concludes, is that e-voting should not
replace the conventional system of voting
at elections but should be developed as a
complement to it … providing people with
more choice on how they cast their ballot,
not less. In modernising voting processes
there should not be an assumption that

one size fits all. 
Piloting of different technologies and

processes should continue to lie at the
heart of the implementation strategy. A
•big-bang• approach is not desirable

because it introduces inherent
technical challenges and risks,
said the report. The public must
retain choice and confidence in
voting methods.

The Implementation of
Electronic Voting restates  many
reasons for voters not exercising
their vote including a lack of
information, a mistrust of
politicians, a general sense of

political impotence, in which citizens felt
their vote made no difference to the
outcome and the intensity of campaigning.

The focus group component of the
research confirmed that the distinctions
between voters and non-voters are marked
more by a sense of civic duty and
understanding of democratic rights than

lack of time to vote or the inconvenience
of having to get to the polling station. The
research confirms that changing voting
methods is not a sufficient response to
falling turnout in elections.

Prompted to discuss current voting
arrangements and potential alternatives
the focus groups did identify aspects of
inconvenience in contemporary processes
and were able to identify benefits in e-
voting. While there was resistance among
some to any form of e-voting, the majority
felt there were potential benefits from e-
balloting … provided there was enough
choice of alternative methods of voting. 
■ For questions on the research
programme contact Stan Szatoleta: 
0121 686 6576 or email:
st an.szaroleta@solace.org.uk
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•A big-bang
approach 
is not 
desirableƒ•



SOLACE was recently
invited to send a
representative to regular
meetings that take place
between senior officials
from the DfES and
representatives of the

Association of Chief Education
Officers/Society of Education Officers.
Within three days of volunteering, John
Schlutz, CEX Stockport MBC (pictured),
found himself at a 24-hour session
attended by 14 civil servants, eight chief
education officers, and two association/
society officials. •It was worth the diary
disruption,• he said.

The session was structured around
discussions on the comprehensive
performance assessment proposals
(would the BV Inspectorate undermine

OFSTED•s good work?), effective
partnerships (most notably Local Strategic
Partnerships), school standards (with some
thought-provoking insights from David
Hopkins, newly-transferred from academe
to be one of the Standards and
Effectiveness Unit•s directors), and relations
between the DfES and local authorities.

•Recurring phrases that I suspect we
shall hear more of included reform ,
transformation , confident schools ,
system-ness (ie not just focusing on one
element of the picture), the middle
(councils and other agencies between
government and schools), and youth at
risk ,• he said.

He found two aspects particularly
encouraging. The first was that the
atmosphere was genuinely constructive.
Both •sides• appeared to be genuinely

interested in the other•s views, and willing
to  devote the necessary time to a
continuing dialogue.

•Secondly, most of those attending showed
that education clearly wants to be … and be
seen to be … part of the wider council scene,•
he said. •That much was suggested by the
very fact that SOLACE (and also the LGA)
had been invited to be represented at this
and future sessions. The attitude was no
doubt encouraged by the appointment of a
council chief executive (Peter Housden) as
Director-General of the DfES•s Schools
Branch, who presided over the session. 
■ SOLACE has an important opportunity
to  influence the education debate at
national level. If you would like to know
more contact John Schultz at Stockport
MBC. Tel: 0161 474 3000. 
Email: val.cot t am@stockpor t .gov.uk
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Four out of five of the 150 top tier local
authorities in England should adopt the
Rethinking Construction principles, says
Tim Byles, (pictured), CEX Norfolk CC and
new chair of the Local Government Task
Force. A founder member of the LGTF he
thinks Rethinking Construction has an
increasingly important role to play in
building a better Britain.

•It has become one of the 10 themes
adopted for round four

of Beacon Status … a
sign of increasing
Government interest
in the field,• he said. •I

believe local
authorities have a key

role in making sure
that the quality of
construction and
design of our
public buildings
improves while

the life cycle costs reduce.
•At the same time, we have to ensure there

is a firm basis for a better level of
understanding between clients and
construction partners.

•The Government is very positive about
the changes Rethinking Construction can
bring and, as a body, we hope that
government funding for construction
projects will increasingly be linked to
Authorities meeting Rethinking
Construction principles.

•I warmly welcome the development on
Beacon Status and hope that the best
practitioners, who have already discovered
the rewards that Rethinking Construction
can bring, can share their learning with
others.•

Byles is keen to see more demonstration
projects which, he said, have saved up to
£550 million in construction costs over
industry averages and the reduced
accident rate has been recorded at £200

million … a conservative national saving of
around £750 million.

•There is a long history of suspicion in the
construction field between the two sides,
but that is thankfully beginning to change
now. On the local authority side both
members and officers need to look beyond
what is the lowest tender and think more
about what is the best for the communities
we serve. 

•We have set an ambitious target to have
80% of the 150 top tier authorities in
England adopting the Rethinking
Construction principles. Clearly, we have
quite a way to go yet, but we need to aim
high to bring about real change in this
crucially important area.• 
■ Former chair of the Local Government
Task Force, Ted Cantle, is to chair the new
Community Cohesion Unit.
■ More information from Tim Byles. Tel:
01603 222000. Email:
tim.b yles.cex@norfolk.gov.uk
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As CEX, at some stage in your career you
are likely to face allegations that there is
wrongdoing within your organisation. Their
very nature ensures you cannot anticipate
the who and the what, or the likely level of
media interest. You can however choose
how you structure your response and
investigate the issues. 

These choices will be the most important
factors in determining whether the
allegations gain sufficient momentum to
trigger a crisis of confidence in the
authority•s management and leadership
structure. This decision-making should be
less stressful if you remember the 7
golden rules:
RULE 1:Perform an initial threat
assessment: At the outset analyse the
allegations to establish their plausibility,
and to identify the possible implications.
If an allegation is proven that a certain
off icer corruptly let a particular contract,
the implication is that you may need to

investigate his other decisions.
RULE 2: Appoint a case controller: An
effective response to a serious allegation
requires that one officer has daily
operational authority for the case, briefing
the CEX, and police liaison. We recommend
that the case controller is either a senior
legal officer, or the head
of internal audit. 
RULE 3: Target
early Closure:
The
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Allegations of
corruption, fraud
and wrongdoing can
quickly spiral into a
crisis of confidence.

Here Clayton Ruthven, head
of fraud investigations for
wbs, a Yorkshire-based
independent firm of chartered
accountants and business
advisors, shares his seven
golden rules for making a
fraud investigation as stress
free as possible.



overriding aim of your case controller
should be to secure the relevant evidence
as swiftly as possible, thereby enabling the
most appropriate course of action to be
determined. Remember that the longer an
investigation remains open, the more likely
it is to become a cause celebre. 
RULE 4: Select the right team: Resolving
the situation will require a blend of legal,
investigation, and public relations
expertise, deployed by individuals with the
right temperament, and available diary
time. If the team members have not
conducted a complex investigation
recently, they should have access to an
experienced external sounding board. 
RULE 5: Expect Criticism: Regardless of
the conduct of the investigation, someone
will be unhappy with the outcome. If you
decide the allegations are misplaced, you
may be accused of a cover up, if you
decide they have merit you will be accused
of taking too long to investigate etc. Your
team must recognise this fact, and make

sure their investigation files are compiled
with hostile scrutiny in mind.
RULE 6: Plan your media response:
Perception is everything; if the media
suspect there is a problem, you will have a
problem. Expect media interest, and plan
your response to any enquiries; include
your public relations specialist in the team
from the outset.
RULE 7: Closure means closure: The act of
investigation is itself the expenditure of
public funds for which you are
accountable. When you are advised further
investigation would be fruitless, decide on
the appropriate course of action,
document the rationale, and order closure
of the investigation. Unless significant
new evidence surfaces, refuse demands
by serial respondents to continue
investigating. The real issue is that they
do not accept the outcome.
■ For more information contact Clayton
Ruthven. Tel 0113 244 5451. 
Email: clayt on.ruth ven@wbsonline .net
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Providing improved service delivery and a
better overall experience for citizens is the
goal of every authority, even if achieving
enhanced levels of productivity and
responsiveness with limited resources
remains a challenge. 

Particularly keen is the frustration felt by
field workers, whose effectiveness
outdoors is hampered by the need to
return to base for collecting case papers,
writing reports and dealing with routine
correspondence.

Thanks to recent advances in •wireless
worker• technology, however, these people
can now operate wirelessly and in real
time, direct from the field. A new
productivity tool for local government
staff from BT offers powerful support for
all field workers equipped with laptop
computers or electronic organisers. The

Mobile Gateway, a tailor-made wireless
solution using BT•s IMSAA (Integrated
Mobile Services Application Architecture)
technology, provides instant, secure
access to files and data.

Using this Mobile Gateway field workers
can take full advantage of central IT
applications and databases in the same
way as their office based colleagues. The
impact is significant: field workers can act
more quickly and make more informed
decisions, while directorates can do •more

with the same•. Improved service delivery,
productivity and responsiveness are the
result, together with enhanced public
perception of authorities under pressure
to  deliver improved local services.

Empowering •outdoor• staff with the
ability to access„and update„central IT
services in the field eliminates the key
obstacle preventing them from making
informed decisions and acting quickly.
Social workers, inspectors and surveyors
need no longer return to the office to
check case files, write reports, order parts
and so on. Progress monitoring, job
scheduling and information capture can all
be handled in the field, on the spot, giving
staff more effectiveness and a better
feeling of being part of a single team.

Having facts at their fingertips in all
places and at all times speeds decisions,
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Algy Cole, Mobile Data
Solutions Manager, BT Local
Government, describes a new
remote access system tailor
made for local authorities.

The anytime, anywhere information solution



eliminates costly mileage and makes staff
more effective in 1001 other ways too. In
this respect BT•s Mobile Gateway is
uniquely in tune with central government•s
Implementing eGovernment (IeG) initiative
and will assist local authorities provide
better, more responsive services to charge
payers at a manageable cost.

The investment necessary is remarkably
modest but needs to be applied
consistently to achieve the full results
envisaged. Previously, where wireless
working solutions have been adopted on a
piecemeal basis, results were often
disappointing. All too frequently the
system served specific applications only or
else one department•s solution could not
be used by others. Differing (sometimes
conflicting) standards or a variety of
network and Internet service providers

also hindered adoption of authority-wide
mobile access. 

BT•s Mobile Gateway resolves these
difficulties with a common single means of
mobile access to central and departmental
systems and applications. It provides
secure access to all applications,
databases, intranet, Internet and e-mail
services they need, in the same way as in
the office (retraining is thus minimal).
There are no risks either; existing
applications and databases are unaltered,
with no new software required. IMSAA has
been developed by BT from its own
experience and input from a large local
authority, with successful testing in a
county council environment. There is total
support during the design, implementation
and training stages plus the option of full
service management afterwards.

Local government deserves better
assistance to meet the public•s rising
expectations of faster decision-making,
cutting costs and achieving more with
existing resources. By making field staff
•wireless workers• to improve service
delivery, resource utilisation, productivity
and responsiveness, IMSAA offers a unique
solution for turning these targets into
reality.
■ More information from Caroline
Stanford. Tel: 07802 458939. 
Email: caroline.stanford@bt .com
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A new
part nership,
which will
provide citizens
with state-of-
the-art access
to  council
services, has

been agreed between Essex CC and BT. It
covers a 10-year period and will be worth
around £164 million.

The deal will give the council access to
the latest business expertise and
technology. It will pave the way for better
computer links with schools, provide
improved access to council services using
the latest technologies and enable the
people of Essex to benefit from seamless
communications between county and
district services, health, the police, voluntary
services and many other agencies. 

The wide ranging agreement will enable
the partnership to deliver higher quality

services at a lower cost; create new ways
for the public to contact the council; as
well as help the council to carry out its
work more simply and quickly.

Commenting on the new contract with
ECC, Steve Crabbe, general manager, BT
Local Government, said, •We are delighted
to  have signed this partnership with Essex.
We will work together to transform the
Council to provide a modern, efficient and
effective service to the people of Essex. •

BT Local Government is also working in
part nership with City of Edinburgh Council
and Liverpool City Council. It is also
preferred supplier to Walsall MBC and
Barnsley MBC.

Delivery of the services to Essex will be
through BT Syntegra, a world leader in the
design and management of business
syst ems.
■ More information from Caroline
Stanford. Tel: 07802 458939. 
Email: caroline.stanford@bt .com
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Schools, offices and libraries in Stockport
are to be linked using the latest broadband
technology thanks to a £4.5million deal
with BT.

The 120 schools in Stockport will be able
to  embrace currently available technology
and any future developments, right across
the whole of the borough•s education
department. Schools will have access to
faster internet connections, and be able to
take advantage of video-conferencing and
CCTV for security monitoring. 

All the backbone network equipment
located within BT•s own telephone
exchanges, and will link back to the council
at its Stopford House site.

The first phase of the contract will
provide the core network together with a
number of sites which will include schools,
libraries and council offices. There will be
up to 200 sites connected over the next 12
months. The whole network will be
managed by BT.

Bill Murphy, deputy general manager of

BT Local Government said: •The local
government team within BT is delighted to
be working with Stockport Council. This
will allow the authority not only to deliver
better services but also to allow it to
deliver the Government•s e-government
agenda.•

Councillor Fred Ridley, Executive Leader

of Stockport Council, said: •Stockport
Council is making great strides towards
electronic delivery of services by 2005.
We have ambitious plans which will include
contact centres, hotlines, and person to
person contact via our information centre
network. We will also enhance the
information and access to services on our
website, www.stockport.gov.uk

•The new technology involved in the deal
is a tool with which we can enhance
learning opportunities for our
schoolchildren and allow our staff to work
more effectively.

•Our partnership with BT will provide us
with the communication channels to, and
between, schools, libraries and community
buildings that are essential for what is now
known as e-government.
■ More information from Caroline
Stanford. Tel: 07802 458939. 
Email: caroline.stanford@bt .com
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enhance learning
opportunities for our
school children.



Wouldn•t it be nice if when someone calls
the council, your staff could see the history
of his or her contacts with you? And have
immediate access to their Housing, Council
tax, and social services information? And
see their planning application details and
be able to advise them of Council services
and initiatives in their area to help deal
with their enquiry? 

Wouldn•t it be nice if your managers could
monitor the volume of requests for service
by type, electoral ward, service directorate,
and area office? And be shown costs,
volumes and response times against your
KPIs allowing them (and you!) to make
informed decisions and easily provide
auditors with meaningful information? 

Pipe dream or reality? This is where
Customer Relationship Management
(CRM) systems come in, says Oracle•s local

government consultant Andy Smith. Every
local authority knows the importance of
delivering e-government. E-government is
not about simple targets for electronic
service delivery. It•s about delivering
better services, designed around the
needs of citizens, at a cost the taxpayer

can afford. E-government is also not about
technology. But technology … and CRM
systems … are key enablers that can help
local authorities transform their services. 

Many local authorities have already
recognised the importance of CRM and
included it in their IEG statements. The
DTLR e-gov@local national strategy for
local e-government recognises its

importance as an e-government building
block, explaining that CRM systems allow
core data to be used to support services
over multiple channels; and to give
organisations a complete picture of their
relationships with individual customers.

The Holy Grail for every local authority is
better services and greater efficiency. 
Bett er services come from
■ greater flexibility and choice on the
ways that citizens can access services
■ simple to understand services … all
services can be provided from a single
point
■ better responses to telephone calls:
more calls answered more quickly … and
more cleared without passing the caller
from pillar to post
Greater efficiency comes from
■ moving from a departmentally based
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organisation to a citizen centric one
■ automating processes, speeding request
handling and reducing the chances of
human error
■ having a single view of every citizen, as
an aid to both individual service delivery
and organisational planning regardless of
what access channel the citizen uses to
communicate with the council.

CRM can help with this. But although
many local authorities are talking about
CRM, rather fewer are actually doing it.
And whilst various suppliers purport to
off er a CRM system for local government,
there are very real differences in terms of
what is on offer. For example many offer
little more than simple call tracking
systems. These may be fine for small call
centres but cannot help with the complex
integration issues and multi-channel

access required for real e-government.
And this integration is absolutely key.

Because this integration between front
off ice service delivery and back office
fulfilment not only makes for improved
customer service. It also makes for
reduced costs stream lining back office
processing and increasing productivity in
front line Service Delivery by utilising
resources more effectively.

Nobody is suggesting that all this can be
done overnight. Authorities therefore
need to look for a CRM system that is
flexible enough to allow implementation at
a number of levels. At its most
comprehensive, this means a system
which caters for customer contact
through multiple access channels
(telephone, one stop shop, internet, Digital
TV, Mobile) and full integration into

existing operational systems such as
Financials, Social Services, HR, Housing,
Revenues and Benefits, Environmental
Services. But at its simplest it means a
system that allows an Authority to select
a starting point for an Electronic Service
Delivery implementation such as a single
service area or single channel.

But even those authorities starting with
a single service need to ensure that the
chosen system can be expanded to Full
Electronic Service Delivery, Joined up
Services and Joined up Agencies.
Otherwise the pipe dream of fully
integrated customer service will remain
just that … for customers, staff and
managers alike.
■ More information from Andy Smith at
Oracle. Tel: 0118 924 6317. 
Email: andy.smith@or acle.com
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For several months the IDeA has
been calling for an •intelligent
debate• about balancing the
needs for sharing data and the
citizen•s rights for privacy. •Now
we have a report that provides
the basis for that debate,• says
John Thornton, (pictured), the
IDeA Director of e-Government.

The PIU report on Privacy and
Data Sharing explains why data
sharing is necessary and suggests
safeguards designed to ensure greater
transparency and accountability. •There
are very real and understandable
sensitivities about these matters. It is
vital that we have a grown-up debate
about the issues,• said Thornton.

•If we look at it from the perspective of
the citizen, it is perhaps easier to see the
issues. At present if Mrs Jones wants to
apply for housing benefits at her local

authority she needs to provide
details of her income, proof of
entitlement to any special
allowances perhaps attendance
allowance or a disability
allowance, and details of her
pension entitlement. 

•However as government we
already have this information but
we are not allowed to bring it
together. Would it not be

preferable for the citizen to be able to
request that this information is brought
together and for her local authority to
pre-populate the benefits form on her
behalf? This would avoid Mrs Brown
having to collect the information herself
and perhaps visiting several offices.

•Technology now provides us with the
ability to share rapidly huge amounts of
data about individuals and their
circumstances. We need to ensure that

individuals know what data is held, why
and under what circumstances it can be
brought together.

•Service users and citizens will
increasingly expect their local authorities
to  have up-to-date information available
to  respond quickly to their enquiries. They
will expect only to provide information
once and they will expect us to •join up•
services in a way that makes sense to
them rather than service provider. They
will also want to be able to review and
transact their business with local
government on-line using a secure means
to  authenticate their identity.

•Service users will only feel confident in
providing personal data and using services
if they know there are appropriate
controls over how data is held and used.•
■ More information from John Thornton
at the IDeA. Tel:020 7296 6597. 
Email: john.thorn ton@idea.gov.uk
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What is the difference between
•value management• and the more
familiar •best value•? Very little in
principle, it seems. But it could be
quite a bit in practice. •The
principles of value management are
the same as for best value but with
best value the practices are
missing,• said Matthew Locke,
(pictured), chair of the Institute of Value
Management (IVM).

He instances the 4Cs. •While local
authorities know something about
compete and consult,• he says, •value
management also fully addresses
challenge and compare in the context of a
fundamental service review.•

How long, for example, he asks, should a
crosscutting review take? How are reviews
and review teams best organised? Value
management, he says, also covers
methods to explore the functions or

elements of a service and their costs.
Because of its strong philosophy of

creative management and team
based approaches, value
management has been advocated
by the Employers Organisation (EO)
in preference to the EFQM
Excellence Model •as a spur to
performance• in the EO•s new

publication, Productivity, Performance and
Improvement. In the report the EO
encourages value management as part of
its priority plan to highlight the vital role
that high performance HR management
can play. It says it cannot recommend the
EFQM for local authorities.

Locke said that since value management
first emerged from the US General Electric
Co in 1947, it had evolved into a practical
body of knowledge with world class
credentials. The institute was set up in the
UK in 1966 and was involved in the EU

initiative that led to the new European
training system for value management and
is responsible for administering the
training system in the UK.

•The system provides for basic and
advanced training, the training of trainers,
and for the approval and registration of
courses, practitioners and trainers. It is
now getting better known and there are
best value officers fully qualified under the
syst em,• he says.

The IVM was involved with the BSI in
establishing the British and European
Standard for value management. 

•Value management is basically about
improving performance. It is as relevant to
CPA as it is to best value … so the EO
support for value management is not
surprising.•
■ To find out more contact the IVM
secretary. Tel: 0870 902 0905. Or visit
the IVM•s website at: www.ivm.org.uk
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Colonial occupation (the Moguls/Dutch),
military occupation (the Japanese),
autocratic dictatorship
(Soekarno/Suharto) … Indonesia has
experienced all these kinds of
government. But not democracy. And it is
easy to forget that democracy is a skill
that has to be learnt.

The democratic elections following the fall
of Suharto as a result of a bloodless populist
movement under the banner •reformasi• led
to new democratic institutions at national
and local level, said Tony du Sautoy who is
helping Indonesia set up a local government
organisation like SOLACE. 

•Local authorities were previously
appointed officials (Mayors in urban areas,
Regents in rural). Appointments were
traditionally as a result of corruption or

nepotism. They are now elected, alongside
local parliaments or councils who have the
responsibility to agree local legislation,
the executive•s annual budget, and the
annual accountability report,• he said.

•In the initial enthusiasm for change, these
institutions were empowered with a power
of general competence including the ability
to  levy taxes on virtually any activity. No
controls on this are within the constitution.
The Government is now seeking to
moderate this with some modest controls.
This is the subject of fierce debate with the
newly emerging local authority
Associations, and that is where I come in!

•There are separate associations for each
category of authority. The associations for
the newly elected executive mayors and
regents are being guided by ICMA with a

very definite US slant. The elected councils,
however, looked to the UK for guidance, hence
my involvement, courtesy of SOLACE
Enterprises. The brief was originally to spend 12
weeks in two missions to mentor and advise
ADEKSI and ADKASI, the two associations
representing urban and rural councils
respectively. The project is funded by USAID,
and may well be renewed for next year.

•Challenges are to develop a culture of
independence and integrity within a society
where compliance and corruption have been
major factors,• he said. •The up side is the
general charm of the Indonesian people and a
real desire to meet the challenge of change.•
■ If the idea of working overseas appeals
to  you contact John Barber at SOLACE
Enterprises. Tel: 0845 601 0649. 
Email: john.barber@solace.org.uk
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Explore, challenge and learn about
different perspectives and ways of working
through a SOLACE inter-agency learning
set, where a group of six to nine people
come together regularly to reflect
critically on how and what they are doing.

•The learning is on real work problems
and involves implementing, sometimes
experimenting, as well as analysing,• says
co-ordinator of the scheme Danny
Chesterman. •It includes paying attention
to  what you feel as well as what you think;
this is so that choices for action are based
on the best information available.•

Learning sets are a way of advancing
both individual learning agendas and a
collectively shared purpose, said
Chesterman. •Typically that purpose is to
do with working together to achieve a

healthy, sustainable and prosperous
community. Through exploring, challenging
and learning about different perspectives
you gain insight into the bigger systems in
which you work.

•Strengthening your personal
relationships across the agencies can
make all the difference between hours of
fruitless negotiations and seeing where a
little effort can have a big impact.•

A typical inter-agency set could include
chief executives or senior managers from
a housing association, a district council, a
county or unitary council, the local police
force, a voluntary sector organisation, a
health trust, a primary care group, a
regional development agency, a civil
service department or the private sector.

The role of the facilitator, said

Chesterman, is not to be a technical
expect in the subject under discussion but
to  maintain the focus of the set, encourage
the set members in critical reflection,
challenge and mutual support.

If you are interested in joining a learning
set or finding out more there is a half-day
•getting started event• where people can
come and meet other potential
participants and facilitators … without
obligation … on Friday 13 September,
starting at 10.30 at Hope House, 45 Great
Peter Street, London. 

Read about the experience of some of
the learning sets on the SOLACE website:
www.solace.org.uk/ scl

Contact Danny Chesterman on 
Tel:01622 676453. 
Email: danny.chesterman@solace.org.uk
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Liverpool CC certainly grabbed the
headlines when it signed an innovative
deal with BT as its private-sector partner
back in May 2000. But a great deal of
groundwork had been done before that
including the appointment of Martin House
as interim head of the corporate HR unit.

House, who has been a consultant ever
since he left the London Borough of
Camden in 1998 as director of personnel,
is an associate with the Flexible
Resourcing portfolio of SOLACE
Enterprises. He was hired by David
Henshaw soon after he had taken up his
role of CEX of Liverpool.

•It has been a very exciting time,• said
House. •I was a core member of the team
which negotiated the ground-breaking
joint venture with BT and Liverpool Direct
Limited and I developed the protocols that

enabled the first ever mass secondment of
local authority staff to a commercial
company with the agreement of the
council•s joint trade unions.•

House led the re-engineering of the HR
management and payroll service from a
highly devolved, fragmented and high cost
operation to a consolidated
comprehensive service centre, accessed
through a single telephone number … which
aims to resolve as many issues as possible
on a first call response basis. The move cut
annual costs by £2 million.

Managers and staff are encouraged to
resolve issues directly themselves through
a totally rebuilt intranet site which offers
interactive self-service on many HR and
payroll issues on a 24/7 basis, said House.

Other innovative projects at Liverpool
have seen House lead the development of

the first CD Rom based recruitment pack
to  be used in local government. He is
currently leading the implementation of
ORACLE HRMS … an integrated human
resource and payroll application.

David Henshaw said: •The great thing
about appointing an interim manager is
you get someone of calibre, who is
available, gets up to speed very quickly
and helps avoid the gaps in capacity when
people leave, restructuring occurs or there
is demand for extra support because of
major change.• 
■ If you are interested in working in
interim management or appointing an
interim manager contact Liz Thring. 
Tel: 0845 601 0649. 
Email: liz. thring@s olace.org.uk

Interim manager helps Liverpool CC
page 1 of 1
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Aiming to be a Chief Executive
If you are aiming for the top job this one-
day workshop is guaranteed to help you on
your way. Provides an opportunity to
explore the role of the CEX, how it might
change and consider the key
competencies/capacities required. You will
also be able to make a realistic assessment
of your own development needs and
identify your best route to the top. 
London, Wednesday 12 June
Cost : £275 + VAT for SOLACE members,
£300 + VAT for non-members

The Challenge of Member/Manager
Relationships
Relationships between officers and
members are at the core of effective
working in local authorities. The new ethical
framework and different forms of political
management introduced by the
Government•s modernisation agenda will
further emphasise the need to establish
positive working relationships. This seminar
helps delegates to understand the different
perspectives of officers and members, how
on occasions these may lead to things going
wrong and how to deal with them if they do.
London, Tuesday 25 June
Cost : £275 + VAT for SOLACE members,
£300 + VAT for non-members

Aiming to be a corporate director
More and more top jobs are being created
for corporate and strategic directors. If you
aspire to this role our new one-day
workshop will be just the ticket. Find out
about the job, the skills and competencies
required and, importantly, your best route
there.
London, Wednesday 3 July
Cost : £275 + VAT for SOLACE members,
£300 + VAT for non-members

More on next page ➠

DEVELOPMENT & TRAINING

SOLACE 
course diary 
BOOK ONLINE Click on the course title to access the SOLACE website … and register your interest
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Selection Matters
Looking for a new job but dreading the
selection process? Or maybe you have
recently been an unsuccessful candidate.
This two-day workshop offers a unique
opportunity to examine the selection
process … from the simplest interview to the
batt ery of tests you may have to suffer
when doing it for real. Practical, challenging
and guaranteed to make a difference it•s a
sound investment for chief executives and
senior managers ready to make a move.
Midlands, Tuesday 9 … Wednesday 10 July
Cost: Cost: £495 + VAT for SOLACE
members, £545 + VAT for non-members
(overnight accommodation costs are
additional)

PAs at  the top
A one-day workshop specially designed for
PAs working with a chief executive.
Participants gain a wider insight into the
chief executive•s job, are encouraged to
focus on their own role, skills and expertise
and invest in their own personal
development. A great opportunity to
network with colleagues. 
London, Wednesday 17 July
Cost : £225 + VAT for SOLACE members,
£250 + VAT for non-members

Presentation Matters … Part 2
Designed for competent presenters, or
those who have attended Presentation
Matters Part 1, this one-day workshop is

designed to turn competence into
excellence. Instead of relying on an •all
singing and dancing• PowerPoint
presentation the best presenters rely on
personality and performance. And anyone
can do it!
London, Thursday 18 July
Cost : £275 + VAT for SOLACE members,
£300 + VAT for non-members

■ Courses run at intervals. 
More information from Sue Rawlins. 
Tel: 0845 601 0649. 
Email: sue.rawlins@solace.org.uk

SOLACE 
course diary 
BOOK ONLINE Click on the course title to access the SOLACE website … and register your interest

DEVELOPMENT & TRAINING



GOFeedback

You are reading what we believe is a
pioneer in the next generation of
newsletter publishing.

We thought long and hard about how to
deliver news and information to a
professional audience and decided on the
logical route of electronic publishing.

SOLACE Focusis a Portable Document
Format (pdf) file, which means it can be
read on any personal computer which has
Adobe Acrobat Reader installed. This is a
free piece of software available for fast
download from www.adobe.co.uk

A pdf file such as this offers a screen-
based information dissemination solution.

Our comprehensive contents page flags
up all the stories in this edition and to get
to  them, just click on the •Go• button. It•s a
fast  way for busy readers to get to the
information they want, as soon as they
want it.

What•s more, we recognise that some
readers will want minute detail on certain
topics while others will have different
requirements. Unlike paper-based

products, we can add as many pages as
necessary to cover a particular topic in
fine detail, without compromising the rest
of document. If you do not want to read a
section, simply click elsewhere.

The advantages in terms of cost-
efficiency and usefulness over a print-
based product become more obvious,
therefore, when you consider there are no
cost  implications to adding pages to a pdf
file to make sure an item is given the
space necessary for a full and considered
explanation of the facts.

Navigation buttons are provided on every
page to easily guide you through the
document.

IIff  yyoouu  wwaanntt   ttoo  pprriinntt   oouutt   aa  ppaarrtt iiccuullaarr
sseecctt iioonn,,  Adobe Acrobat Reader informs
you at the foot of document what page
you are on, so when you hit •print• you can
produce a hard copy of just what you need,
without waste.

On the contents page is an option to get
to  the SOLACE website, to find out more
about the organisation. Apart from that
one link to the Internet, this pdf file is
completely self contained and operates
off-l ine.

Wherever you see an email address, click
on it to activate your email software and
respond to the article•s author direct.
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SOLACE is the representative body for
senior strategic managers working in local
government. The Society promotes
effective local government and provides
professional development for its members. 

Members are drawn from a variety of
professional backgrounds and are:
■ Local authority Chief Executives
■ Senior Executives of local authorities (or

other related organisations)
■ Members of related International

organisations
■ Past  Service Members

The Society is funded from member
subscriptions, profits from its commercial
company (SOLACE Enterprises) and
sponsorship. 

SOLACE is particularly grateful to its
sponsors for their support. Current major
sponsors are BT, Zurich Municipal and
Oracle. Sponsorship opportunities also
exist for smaller or one-off purposes.
Sonia Rheinlander ( sonia.rheinlander
@solace.org.uk) has full details.

SOLACE headquarters: Hope House, 
45  Great Peter St, London, SW1P 3LT

Located in the heart of Westminster
[nearest  underground is St James• Park]
our new London headquarters offers a
range of facilities for Members. 
For a location map, click her e.

Provided as a •drop in• facility for
Members, we have a comfortable

Members• Room … ideal for relaxing,
reading the current Journals, or simply
having a cuppa. Or you can meet a
colleague then use our dedicated
computer terminals to access the Internet
and pick up your email or phone, fax and
photocopy. 

General enquiries: 
Tel: 0845 601 0649
Email:
hope.house@solace.org.uk

About SOLACE 

Society of Local Authority
Chief Executives and Senior Managers

SOLACE



Read something that interests
you? Concerns you? Annoys you?
Want a chance to put your view?
Want to find out more? Whatever
your view, please share it with us. 

SOLACE Focus is only as good as
the contributions it gets. It is
your newsletter, meant to reflect
your Society. Let us know if it is
(or isn•t) doing the job. 

Editor SOLACE Focus:
Eleri Evans Tel: 0845 601 0649.
Email: eleri.evans@solace.org.uk

SOLACE Focus is published by the
Society of Local Authority Chief
Executives and Senior Managers
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President James Hehir. Tel: 01473 432000. 
Email: james.hehir@Ipswich.gov.uk

Honorary Secretary Dr Clive Grace. 
Tel: 01495 766054. 
Email: clive.grace@torfaen.gov.uk

Director General David Clark. Tel: 0207 233 0081. 
Email: david.clark@solace.org.uk

Managing Director SOLACE Enterprises Andrew Coleman: 0207 233 0081. 
Email: andrew.coleman@solace.org.uk

Executive Manager: James Jeynes. Tel: 0207 233 0081. 
Email: james.jeynes@solace.org.uk

Who•s who

GOPrevious page

Feedback: have your say

Society of Local Authority
Chief Executives and Senior Managers

SOLACE


