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technologies that support the Shared
News Services operations, creating green data

centres, using energy efficient storage
Nations and server software and hardware.
Agenda At Oracle we are committed to developing

practices and products that help protect
Viewpoint the environment. We use our own

technologies within our own Global
Partners Shared Services operations to reduce

our energy consumption as described
Feedback above. In the UK we have teamed up

with Scottish and Southern to use 100%
About SOLACE renewable energy to power our business.

As you pursue your Shared Services
programmes, don't just think about cost
reductions and increased effectiveness.
Consider the areas outlined here that
provide additional benefit by default.

m More information from: Ann.
Smith@oracle.com
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A transformational journey d

A little over a year since a strategic partnership was formed between Sandwell MBC and BT/Liberata to transform a

number of support services, Steve Smith looks at the progress.

In the last few years Sandwell MBC has
embarked upon a journey towards fulfilling
its vision of improving services to citizens
and the regeneration of the Borough. One
step has been the creation of Transform
Sandwell - a strategic partnership with

BT and its partner, Liberata, formed in

April 2007 to deliver a range of council
services on behalf of the local authority.

The partnership is far-reaching in its
ambitions and its initial scope is in

five broad areas: customer service
improvements, critical business services,
ICT investment and community
regeneration. The focus of the first

three years of the 15 year partnership

is on service transformation to provide
the Council with essential efficiencies

in the costs of service delivery.

A new CRM system has been introduced
into the customer contact centre that

will help track the interactions with

the citizens and improve the services
provided. This platform forms the basis
for an increase in the number of services
offered through a range of channels via
the one stop shop and contact centre.
This will enable the Customer Service
staff, finalists in the ‘Best of the Black
Country”awards, to build on their skills.

The last year has seen Sandwell's HR
function move towards a more accessible
and efficient service model with a planned
shared service centre to deal with all initial
enquiries. Self-service capability will be

an important innovation in attracting

the best people to work in Sandwell.

ICT has played an important role in
strengthening the infrastructural
backbone of the Council, supporting

a number of developments such as
remote working. Improvements include

the ability to automatically update
software and access PCs remotely to fix
faults, saving both time and money.

Beyond delivering structural and process
developments, a long-term component
of Transform Sandwell’s mission is to

act as a catalyst in the regeneration of
West Bromwich. BT/Liberata will, by
2010, build and occupy a new regional
business centre in West Bromwich as
part of the larger regeneration initiative
driven by the authority. In addition, the
partnership will create 450 new jobs
within the Borough by 2012 to support
our investment in regeneration initiatives.

Sandwell’s CEX Allison Fraser says: It is
very much a long-term commitment by
us and BT/Liberator, a crucial difference to
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Nations normal customer supplier relationships.

We must view the relationship as a
Agenda journey where we share common

goals but also realise benefits on both
Viewpoint sides. The first year has been the first

step on this road; we have learned to
Partners work effectively together, embracing

the culture of both organisations.

Feedback

It's been a successful year and | am
About SOLACE optimistic that as the relationship develops
still further the pace of change will quicken
and increase the benefits to both of us’

m Steve Smith is from Transform Sandwell
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Delivering outcomes in the
place-shaping era ¢

The Government’s place-shaping
agenda is set to put the business
resilience of local authorities to the
ultimate test, says Tilden Watson.

The shift in the local authority remit, from
'service provider'to ‘community leader’
and 'strategic commissioner of services’
presents a challenging new business
model and an entirely new range of risks
for councils. At stake is nothing less than
the successful delivery of LAA target
outcomes, a strong CAA performance
and the resilience of the community.

Increased collaboration with the private
sector and other public sector agencies to
achieve outcomes and ultimately deliver
against the place-shaping ethos means
councils are vulnerable to a significant
number of management challenges —

the type many of the largest commercial

organisations have been wrestling
with, successfully and unsuccessfully
for several years, the principle of which
is supply chain management.

Key to LAA delivery

The move from service provisioning

is creating added impetus to the
outsourcing of back-office services

to help local government maximise
efficiencies and focus on its
leadership role. At the same time the
importance of seeking out appropriate
partnerships to access the capabilities
required to help achieve priority LAA
outcomes outlined in the Sustainable
Community Strategy is growing.

These two activities, outsourcing back
office functions and working with
partners to deliver services to the citizen
and outcomes for the community,
effectively amount to a‘supply chain’

With both, as a local authority you are
counting on other organisations to play
a significant role in helping you achieve
your outcomes. How you manage the
risks associated with this new model will
dramatically impact the likelihood of
achieving your targeted LAA outcomes.

As a global organisation and risk specialist
Zurich has first hand experience of
supply chain management and the
threats this can present. As a leading
provider of strategic risk management

to the sector we also understand that
councils as commissioners are facing
major risks to delivery and reputation

in the place-shaping future.
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Delivering outcomes in the
place-shaping era ¢

The unique challenge of the
public sector supply chain
The co-ordination of diverse parties is at
the heart of supply chain management.
The role of oversight required of councils
to do this effectively therefore demands
considerable expertise, expertise in

scarce supply in most local authorities.

The supply chain can be inbound into
the public sector or it may be outbound
from the public sector. If outsourcing
delivery of HR services, contact centres
or procurement, for example, through
a third party you have charge of an
inbound supply chain. Inherent risks
here are largely logistical and linked to
the efficient delivery of that service for
you, the internal customer but will also
be cost-driven (eg. mitigating against
cost-overrun). The Local Strategic
Partnership (LSP), targeting ‘outcomes’
through a network of different types

of organisations is representative
of an outbound supply chain.

As local leaders councils are accountable
for managing risks to achieving the
outcome and to the partnership itself.
A PCT for instance will likely have a
more robust approach to its own risk
than a small community group new
to the service delivery environment.
For local authorities commissioning
contracts across diverse organisations
implementation of due diligence to
manage tactical and strategic supply
chain risk and performance is crucial.

While challenging, the task ahead

is not insurmountable. To achieve
outcomes for the communities you
serve and demonstrate best practice to
regulators a proactive and collaborative
approach is essential. In supporting

in addressing the risk management

challenges associated with outsourcing
and delivering outcomes through
partner organisations we can help you
maximise supply chain performance for
the best chance of achieving both.

m Tilden Watson is a Principal Consultant
at Zurich’s Strategic Risk Practice
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Preparing for the unpredictable - the
role of geographic information in
contingency planning

By their very nature, emergencies are
often unexpected. Whether man-
made or natural, they can occur
without warning. So how can civil
contingency planners prepare for
and respond to the unthinkable?

Under its Mapping for Emergencies

(MfE) scheme, Ordnance Survey®
provides an immediate combination

of mapping and expertise in response

to civil emergencies. Planners and
response teams can harness the power
of geographic information (Gl) to help
them deal with crises such as floods, fires,
contamination leaks, disease outbreaks
and searches for missing people.

Because Ordnance Survey creates and
maintains consistent and up-to-date Gl

for the whole of Great Britain, the data

can be called upon to help deal with
situations locally — or on a national scale.
Teams at the mapping agency work
closely with emergency services and other
agencies to ensure the most appropriate
data is delivered as quickly as possible.

Gl from Ordnance Survey has been

used to plan and implement responses

to many high-profile events. Recently, the
MfE scheme helped emergency teams
combat the severe flooding affecting large
parts of central and southern England.

The flooding was a widespread civil
emergency —and the MfE scheme was called
in to action. A variety of digital data was

supplied —free of charge - to local authority
staff, fire and rescue services, and contractors
working for water utility companies.

In one instance, the data — delivered
within three hours of the initial request
—was used to help map the locations of
nearly 1 000 freshwater bowsers being
distributed across the Severn region by
a fleet of tanker drivers. Pinpointing and
sharing the temporary positions of the
bowsers will be crucial for delivering
refills and managing transport logistics.

Ordnance Survey data was used to plan
access arrangements following the
Napoli shipwreck on the Dorset coast




g

Cover
Contents
News

Nations
Agenda
Viewpoint
Partners
Feedback
About SOLACE

Ordnance Survey

Hfdpwlr.y JOTQIE un,)fa*lkw,w -

*’7 fo"rm

; cantihge'n'c’ A

"r ."-.‘

- b i '
in early 2007. It was crucial to Defra
during efforts to tackle foot-and-
mouth disease - as well as supporting
contingency plans for preventing
the potential spread of bird flu.

Gl is used extensively to support police-
coordinated searches for missing
people. It also underpins systems used
by police to investigate murders. And, in
2005, Ordnance Survey’s most detailed
mapping played a supporting rol'e'-in. 3

prepa‘ﬂons for the G8 Summlt of world
leaders at Gleneagles. Detailed and up-
to-date data - including transport links
- helped government agencies to plan
security and logistics for the summit.

Police, fire and ambulance services
also have access to a portfolio of
Ordnance Survey information under
different licensing arrangements - for
planning purposes and to pinpoint and
reach scenes of emergencies quickly.

The ability to manage d

effectively hinges on te

|ng|wdua|s carrying out sks sa
unit - as well as in isolati ey
need to be part of a system of
networked activity and information
flow. Around 70-80% of information
can be linked to geographic
location - so the nature and
characteristics of Gl plays a crucial
role in managing crises effectively.

C
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No council is an island ‘

An efficient council needs efficient
partners, says lan Hall.

No council is completely self-sufficient.
Many councils are working closely
with their suppliers, contractors

and strategic partners to help

identify and deliver improvements

in operational efficiency within their
existing contractual commitments.

Under current legislation councils
have put in place a number of
complex arrangements not only with
their own in-house business units

but with LEPs in BSF, Local Housing
Companies and strategic partners, for
the delivery of council services. Virtually
none of these wide ranging service
delivery models remain in a steady
state during the life of the contract.
Consequently more is required of
partners to respond to changes and
to have a close understanding of their
customers, councils and citizens.

At a very superficial level, any cashable
efficiency savings that are realised by the
council through this manner represents a
real reduction in income to the contractor
or partner. As a cost to a council represents
a price or income stream to a partner,

a reduction in cost is not an efficiency
saving. Efficiency gains only result from
achieving either the same or a greater
level of outcome from either the same or
a reduced level of resources without the
quality of service being adversely affected.

While an inefficient contractor or partner
may provide opportunities for a council
to achieve its efficiency savings in the
short-term, the partner may find it hard to
secure new business in an ever changing
sector in the long-run. Therefore the
private sector today has to consider a
model that meets the short and long-
term aims of a council. An efficient
council requires efficient partners.

To develop a true partnership the
private sector partner needs to align its
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performance outcomes with the council’s.
The partner needs to understand and
share in the vision, so that as legislation
and demographics change the profile and
nature of a council, the business remains
relevant and in line with the fundamental
principles of the original partnership.

Nowadays many contracts, particularly
large and relatively complex strategic
partnerships, have an element of risk
reward and or gain-share to them that
enables a strategic partner to provide
investment to fund technology, property,
infrastructure costs and process change

in return for a share of cashable efficiency
gains that will be realised during the life of
the partnership. Often the risk/reward and
gain-share type models being proposed
for strategic partnerships can be complex.

Any effective gain-share approach to the
distribution of efficiency savings will rely
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No council is an island ‘

on a sound mechanism for measuring real
and tangible improvements in efficiency
that is both transparent and auditable.

Strategic partnering and outsourcing
contracts normally extend over a long
period of time and typically cover between
seven and 15 years with PFI contracts for
Waste Disposal Services and Highways
Maintenance stretching for 25 years or
more. Over these timescales, what might
first seem to be quite modest targets

for annual efficiency savings can result
through the compounding effect into
major efficiency gains in the long-run.

Over a long period of time partner
organisations will look to achieve efficiency
improvements through process changes,
reducing avoidable contacts where
possible, technology developments,
innovation, improvements in asset
utilisation and changes in financing costs.

As councils and their partners become
more efficient, the quest for further

efficiency savings is more challenging
than ever. Further efficiency savings are
achievable but require true partnership
working to make them a reality.

m lan Hall is Lead Practitioner — Local
Government and the Regions, Fujitsu
Services. Contact him by Tel: 07867 822664
or Email: lan.2 Hall@uk.fujitsu.com
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Can litigation ever be profitable? d

Recovering legal costs could be
a profitable proposition for local
authorities, says Glenn Newberry

‘Recovery of legal costs is not only the
preserve of litigants who retain external
solicitors, in-house legal can recover costs
to0; so said the Court of Appeal in the
1974 case of Re. Eastwood (Deceased) -

Lloyds Bank -v- Eastwood [1974] 3WLR 454.

However, one of the fundamental facets
of costs recovery is the operation of the
Indemnity Principle. A litigant cannot
recover more than the liability to his or
her own solicitor from an opponent.
How does that affect a local authority
in-house solicitor cross charged to a
matter at say £70 per hour? The Court
of Appeal held that the level of internal
expense or cross charge made by in-
house legal to another department is
immaterial. Further, simply measuring
the salary and overheads of the in-house

solicitor and dividing by a nominal annual
hours target to reach an hourly rate is far
too complicated and unnecessary. The
amount that can be recovered should
reflect the amount which would be
recoverable had external solicitors been
retained - the court guideline rate.

This principle was upheld post-CPR in
the Court of Appeal decision of Cole

-v- British Telecom [2000] 2 Costs LR

310, so is as applicable today as it was
34 years ago. Court guideline rates are
issued annually by the Supreme Court
Costs Office and for a solicitor of eight or
more years' experience is broadly around
£200 per hour. This varies dependent

on geographical location and is slightly
less for solicitors of less experience.

The fact that legal costs can be recovered
is well known. Indeed, a recent Eversheds'
survey revealed that the majority of local
government litigation solicitors were

also aware of the Eastwood principle

set out above. The positive effect on

balance sheets especially on large cases
is obvious. As publicly accountable
bodies, local authorities are arguably
under a duty to seek to recover costs on
successful matters wherever possible.

Less clear, however, is the recoverability
of fees in respect of other council
employees such as the County Surveyor.
It is a long established legal principle
that litigants are unable to recover their
own time for conducting litigation,
attending their solicitor, or attending
trial. Out of pocket expenses may be
recoverable for the latter only. This also
extends to situations where the client
is giving evidence as a witness of fact.

However, where the client is acting

in an expert capacity as in the case of
Admiral Management Services -v- Para-
Protect Europe Limited [2002] EWHC
233 (Ch), the court held that such
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Contents

time can be recovered if the client
NEWES can properly be called an expert and
further, is undertaking expert work.

Nations
The County Surveyor giving his opinion
Agenda on the cause of subsidence or damp
ingress into a property would readily fit
Viewpoint into such a definition and as such, the time
would be recoverable. The rate? Again,
Partners look at the market value for surveying
services and very soon, litigation starts to
Feedback appear quite a profitable proposition.
About SOLACE = Glenn Newberry is a Costs Lawyer and

Head of the Costs Team at Eversheds LLP.
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Two into one will go ¢

Sedgefield BC and SOLACE Enterprises are working together in a uniqgue change management programme
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in the build up to Local Government Reorganisation (LGR) in County Durham. One of seven district

authorities, Sedgefield Borough along with Durham CC, will merge into a new unitary council for County

Durham from 1 April 2009. The new Council was elected in May and preparatory work is well under way.

Sedgefield Borough CEX Brian Allen said:
‘Sedgefield is a leading District and has
a culture of achieving the best for all its
stakeholders. It is important that this
continues up to vesting day. While the
only constant is change, we decided

it was vital to seek expert support.

‘Apart from the key tasks of continuing to
deliver excellent services and contribute to
the LGR processes, we have an extensive
Council Transition Plan to complete.

Some decisions are still to be made and

it is vital our employees are kept up-to-
date and understand the importance for
all of us to be involved in these issues!

Alan Boddy, Sedgefield's Head of
Organisational Development said: To
help support us, we engaged SOLACE
Enterprises to work with the Borough's

Management Team and Heads of

Service on leading and managing in this
rapidly changing environment. SOLACE
Enterprises has a proven track record at this
level and its expertise will be invaluable!

The programme, led by leadership and
change expert Shelly Hossain, got under
way in February and will continue to

the end of March 2009. The modular
programme with the Management Team
comprises a mixture of facilitation of

the Transition Plan and support in their
leadership and change challenge.

Some of the elements of the
programme include:

Managing Change in a Down-sizing
Organisation - introduction to the
issues of major change and a focus on

the personal development options for
managers. Ideas include a Development/
Experiential Assessment Centre to
complement individual discussions
followed by a similar session with

the Cabinet and follow up sessions
highlighting progress with the individual
and collective development plans —
identifying the emerging issues.

Moving Towards Unitary - joint
Cabinet/Management Team session
to review the Transition Plan and other
key issues together with a facilitated
day focusing on input into the culture
of a unitary council and managing

in a new political environment.
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Two into one will go ¢

Additionally, the Career Matters experts
from SOLACE Enterprises have been
involved with the CEX and senior
officers in a programme of mentoring/
coaching and a range of personal
development interventions, including
arranging shadowing opportunities in
neighbouring metropolitan councils.

To complement the programme,
recruitment consultants from SOLACE
Enterprises have undertaken experiential
Assessment Centres for those senior
staff likely to face competition for

posts in the unitary council.

The programme aims to achieve:

an understanding of the change
management process and an ability
to identify where effective leadership
can assist a smooth transition; a
positive legacy for Sedgefield BC;
business as usual maintained during
a period of significant change;

and a shift in leadership style from
transactional to transformational.

The underlying intention throughout
the Programme is to provide support,
challenge and offer constructive critique
to the Cabinet and Management Team,
as well as identifying and assisting with
development plans for individuals within
the Management Team. This approach
will allow a regular reality check to
appreciate and monitor the intended
and unintended consequences of the
Transition Plan, all of which should help
with greater clarity in decision-making.

A further aim is to help the Top Team to
guide the pace of change being imposed
on the organisation. This is to maintain the
focus on the delivery of the Transition Plan
and to review organisational health and
well-being, balancing both a systems and
people perspective. Part of this process
will need to focus on other partners and
players, particularly after the May elections
to the New Durham Unitary Council.

The programme takes into account the
Key Elected Members in this process —

Page 51

the Cabinet who will play a leading role
throughout the transition; emerging
Members (i.e. those selected as candidates
for the unitary elections) and also those
members outside the Cabinet and not
involved in the unitary elections.

SOLACE Enterprises MD Andrew Coleman,
said:"We are delighted to support
Sedgefield Borough in this way — this is an
excellent example of SOLACE Enterprises
bringing together a range of our diverse
services in a co-ordinated programme!

m For more about the programme, call
Alan Boddy, Head of Organisational
Development at Sedgefield Borough
Council on (01388) 816166. Email:
aboddy@sedagefield.gov.uk or contact the
Resource Centre at SOLACE Enterprise

on 0845 6010649. Email Resource.
centre@solaceenterprises.com
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Feedback 4

Have your say

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 receives. It

is your e-magazine, designed to
reflect your Society and you.

Please send your stories and ideas to:

Eleri Evans Tel: 0845 652 4010.
Email: eleri.evans@solace.org.uk

Send your comments on this edition of
Focus to Graham Taylor — Focus Editor

Email: graham.tavlor@solace.org.uk

SOLACE Focus is published by the
Society of Local Authority Chief
Executives and Senior Managers
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Who's who

President; Trish Haines
Tel: 0207 233 0081

Email: trish.haines@solace.org.uk

Chairman: Derek Myers
Tel: 0207 233 0081
Email: derek.myers@solace.org.uk

Director General: David Clark
Tel: 0207 233 0081

Email: david.clark@solace.org.uk

Assistant Director General, SOLACE:
Mike Bennett Tel: 020 7233 0081
Email: mike.bennett@solace.org.uk

Director of Development and Operations:
Kathryn Rossiter Tel: 0207 233 0081
Email: kathryn.rossiter@solace.org.uk

Head of Membership Services:
James Jeynes

Tel: 0845 652 4010

Email: james.jeynes@solace.org.uk

Managing Director SOLACE Enterprises:
Andrew Coleman Tel: 0845 601 0649
Email: andrew.coleman@

solacee nterprises.com
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Finding out more d

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:

m Local authority Chief Executives

m Senior Executives of local authorities (or other related organisations)
m Members of related International organisations

m Past Service Members

The Society is funded from member subscriptions, profits from its commercial
company (SOLACE Enterprises), event sponsorship and annual income from its
corporate business partners. SOLACE is particularly grateful to all its partners
and sponsors for their support and in particular to its gold partners BT, Oracle,
Zurich Municipal and Ordnance Survey. Full details of the SOLACE Corporate
Partner Programme and sponsorship opportunities available from Sonia
Rheinlander, Business Relations Manager sonia.rheinlander@solace.org.uk

Located in the heart of Westminster [nearest underground is St James’

Park] our London headquarters offers a range of facilities for Members. It

is ideal for relaxing, reading the current journals, meeting a colleague or
simply having a cuppa. You can phone, fax, photocopy or use our dedicated
computer terminals to access the internet and pick up your email.

m For a location map, click here
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SOLACE headquarters: Hope House,
45 Great Peter St, London, SW1P 3LT

Ve

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

|
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