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What is the Report About? (Executive Summary)

1. The purpose of this report is to ask Cabinet to review progress against the
delivery of actions during 2018/19 of the Customer Strategy, ICT Plan and
Workforce Plan and agree the 2019/20 Delivery Plans for each, which will be
Year 2 of the 2018-2022 strategies agreed by Cabinet in June 2018.

2. The Council Plan agreed in February 2018 describes the outcomes the Council
is seeking for Cumbria and outlines new ways of working to help deliver its
ambition and aspirations.

3. A customer focused approach is fundamental to achieving this vision and the
Council Plan makes clear that the organisation will be putting customers at the
heart of everything we do. The Customer Strategy, supported by the ICT Plan
and Workforce Plan will do this. Implementing these key documents is enabling
the Council to achieve its vision for customers; focusing on the council’s use of
technology to improve online access for customers to access services and
information; and equip the workforce with the tools and skills to support a
customer focused culture.

Recommendations

4. Cabinet is recommended to:

i. Consider progress against the 2018/19 (Year 1) actions and performance
indicators of the Customer Strategy, ICT Plan and Workforce Plans.

ii. Consider and agree the 2019/20 (Year 2) Customer Strategy, ICT Plan
and Workforce Plan Delivery Plans as key enablers to contribute to the
delivery of the Council Plan 2018-22.

iii. Agree that future reporting of progress against the annual Delivery Plans
will form part of the Quarter 4 performance monitoring framework reported
to Cabinet.



Background
5. The Council is committed to putting customers at the heart of everything it does

and this is clearly set out in the Council Plan 2018-2022 to provide a good quality
customer experience across a range of service delivery channels.

6. With reducing public service budgets, a need to manage demand, increases in
technology and changes in the needs and expectations of communities and
individuals, the Council is continually considering customer opportunities to do
things differently.

7. Digital transformation and ICT is critical to supporting the delivery of the Council
Plan and Customer Strategy, and is vital to further develop a customer focused
culture across the Council, supported by a workforce that has the right skills and
is supported to deliver this vision. This way of working can influence how we listen
to and engage with communities, customers and residents. It is therefore
important that the progress of the Customer Strategy is considered alongside the
Workforce Plan and ICT Plan. It is for this reason the Customer Strategy, ICT
Plan and Workforce Plan Delivery Plans are presented together for consideration
by Cabinet. This report :

· looks back to review progress made during 2018/19 (Year 1)

· looks forward to the proposed actions and targets within the 2019/20
Delivery Plans (Year 2).

Overall Summary - Looking back to progress made during 2018/19.

8. Overall, good progress has been made against the Year 1 delivery plans for the
Customer Strategy, ICT Plan and Workforce Plan. Progress of actions is
summarised in the table below, with green indicating action complete and amber
indicating actions are ongoing or require further work; and red not achieved as
originally planned.

9. Overall, 96 (84%) of the 114 actions were delivered as planned and rated Green,
Where 14 actions were rated amber and a further 2 actions rated red, more work
will be undertaken to progress the action or improve performance during 2019/20.

Strategy

Action Status Number (%) by RAG

Green Amber Red

Customer Strategy  Delivery Plan
2018/19

45 (88%) 5 (10%) 1 (2%)

ICT Plan Delivery Plan 2018/19 19 (70%) 7 (26%) 1 (4%)

Workforce Plan Delivery Plan 2018/19 32 (88%) 2 (6%) 2 (6%)

Overall 2018/19 (114 ACTIONS) 96 (84%) 14 (12%) 4 (4%)



Looking back to progress made during 2018/19 – Customer Strategy

10. The Customer Strategy describes the Council’s ambition in relation to customers
and what actions it will be taking to make sure its approach is fit for the future.

11. The vision of the Customer Strategy is:-

“To put customers at the heart of everything that we do, providing
quality services at a reduced cost.”

12. The outcomes the Council wants to achieve are:
§ Customers’ and communities’ needs are put at the heart of designing and

improving services;
§ Customers are able to access services and information easily through a

range of channels;
§ The Council’s digital services are so good they are our customers’ channel

of choice;
§ The Council is clear and honest about what customers can expect from the

Council and the Council is consistent in its delivery of this;
§ Council services are delivered at a reduced cost and provide value for

money.

13. Delivery of the Customer Strategy focuses on three key strands of activity:
a) Developing a customer focused organisation: focusing on provision of

staff training and skills, development of the Council’s approach to customer
insight and engagement, the approach to complaints and correspondence,
supporting Members in their role, and making sure the Council has the right
ICT in place to support the ambition set out in the Customer Strategy.

b) Redesign of priority services: with a rolling programme of services which
will under-go a level of re-design from a customer perspective. The focus
will be to improve the customer experience and increase value for money
where possible.

c) Customer channel development and channel shift: with a programme of
work in place to develop each of the Council’s channels, providing
customers with their own “account”, and providing support to those that
need it so that online services become the easy to use and accessible. Our
digital services will be so good they become the customers’ channel of
choice.

14. A progress summary of the actions and performance indicators within the
Customer Strategy Delivery Plan during 2018/19 is shown below with a
summary narrative of the key actions on the following page:

Customer Strategy
Delivery Plan 2018/19

Actions Status Number (%) by RAG

45 (88%) 5 (10%) 1 (2%)



15. Year 1 has seen a step change in progress of the Customer Strategy.  Of the 51
actions in the year 1 delivery plan 45 (88%) are green, 5 (10%) amber and 1(2%)
red.  Amber and red actions will be reassessed and included in the year 2 delivery
plan.  In the last year there has been a real focus on culture change through staff
training and a communications strategy.  Customer access has been improved
via the website and extensive channels developed.  Now that the building blocks
are in place an ambitious delivery plan for year 2 is recommended to Cabinet.

Looking back to progress made during 2018/19 – ICT Plan

The ICT Plan is fundamental to the delivery of the Customer Strategy,
Transformation Programmes and the Council Plan 2018-22.  The ICT Plan is
built around 4 key themes – maximising the use of technology; new ways of
working; an agile approach; and customer focus.  Of the 27 actions in the
2018/19 Delivery Plan, 19 (70%) are green, 7(26%) amber and 1(4%) red.  In
the last year, significant improvements have been made implementing new
devices with the role out of upgraded laptops and mobile phones and in
performance management through the provision of dashboards to CMT and
elected members.  Other significant achievements in year 1 have included
improved stability across our systems, a step change in contract management,
increased mobile working via skype and mobile applications and further
strengthening of governance and ICT security arrangements.  An ambitious
year 2 ICT Plan Delivery Plan is recommended to cabinet in appendix 5.

Looking back to progress made during 2018/19 – Workforce Plan

16. Our employees are the driving force for the services we deliver and the impact
we make in the County.  The Workforce Plan details how we will engage, support
and develop our employees focused on 3 key elements communication, skills
and behaviour and wellbeing.  Of the 36 actions in 2018/19 delivery plan,
32(88%) are green, 2 (6%) amber and 2 (6%) are red.  Amber and red actions
will be reassessed and progressed in the year 2 plan.  Year 1 has seen significant
improvements in leadership, management development and engagement
programmes and this has driven improvement across the organisation.  Working
with recognised Trade Union colleagues, a number of projects have progressed,
including refreshed health and safety governance and an ongoing service
reshaping programme. Other highlights include the introduction of a new
appraisal system, a Better Health at Work Gold Award and wellbeing projects.
An ambitious year 2 delivery plan is recommended to Cabinet as appendix 6.

ICT Plan
Delivery Plan 2018/19

Actions Status Number (%) by RAG

19 (70%)Green 7 (26%) Amber 1 (4%) Red

Workforce Plan
Delivery Plan 2018/19

Actions Status Number (%) by RAG

32 (88%) Green   2 (6%) Amber 2 (6%) Red



Looking Forward – Delivery Plans for 2019/20 and beyond

17. To further progress delivery of the Customer Strategy, ICT Plan and Workforce
Plan, Year 2 delivery plans for 2019/20 have been developed to further drive
improvements and are attached as appendices 4 – 6 for Cabinet consideration.

§ Appendix 4– Customer Strategy Delivery Plan 2019/20;
§ Appendix 5 – ICT Delivery Plan 2019/20;
§ Appendix 6 – Workforce Plan Delivery Plan 2019/20.

Options Considered and Risks Identified

18. There are 3 options to consider:

Option A - Cabinet considers the 2018/19 (Year 1) review and decides to agree
the Customer Strategy, ICT Plan and Workforce Plan Delivery Plans for 2019/20.

Option B - Cabinet considers the 2018/19 (Year 1) review and decides to agree
the Customer Strategy, ICT Plan and Workforce Plan Delivery Plans for 2019/20
subject to some amendments.

Option C - Cabinet considers the 2018/19 (Year 1) review but decides to not
agree the Customer Strategy, ICT Plan and Workforce Plan Delivery Plans for
2019/20 and commissions further work to be undertaken.

Reasons for the Recommendations/Key Benefits

19. It is recommended that Cabinet agrees Option A. The Customer Strategy, ICT
Plan and Workforce Plan Delivery Plans provide the Council with an opportunity
to refresh its approach to customers with close links to the Council’s digital
transformation. The plans provide direction for Members and staff in terms of
placing customers at the heart of everything we do.

Financial – What Resources will be needed and how will it be funded?

20. The purpose of this report is to recommend that Cabinet review Year 1 progress
made in 2018/19 and approves the Year 2 (2019/120) delivery plans for the
Customer Strategy, ICT Plan and Workforce Plan.  Whilst there are no direct
resource implications of this recommendation, there are savings within the MTFP
2018-2022 agreed by Council in February that should be delivered through the
adoption of the Strategy and Plans, and the associated delivery activities.

Legal Aspects – What needs to be considered?
21. There are no direct legal implication arising from the options or recommendations

in the report. The approval of the 2019/20 corporate Customer Strategy, ICT Plan
and Workforce Plan Delivery Plans falls within the terms of reference of the
Cabinet under part 2B, 2.1(j) of the Constitution. Having these strategies and
plans in place forms part of the Council’s overall corporate governance
framework.



Health, Safety & Wellbeing implications?

22. The Health & Safety at Work Act 1974 places a moral and legal duty on the
Council as an employer to ensure that, so far is reasonably practicable, the
health, safety and welfare at work is in place for all employees. Cabinet have an
agreed Corporate Health, Safety and Wellbeing Policy statement in place
supported by strengthened health and safety governance, risk assessments and
performance management arrangements to assist in the safe delivery of the
actions outlined in the 2019/20 Customer Strategy, ICT Plan and Workforce Plan
Delivery Plans.

Council Plan Priority – How do the proposals contribute to the delivery of the
Council’s stated objectives?
23. The Customer Strategy, ICT Plan and Workforce Plan Delivery Plans all

contribute to the delivery of the Council Plan (2018-22) by providing clarity about
how the Council will be putting customers at the heart of everything it does. This
is important for the work the Council undertakes with partners to support the
achievement of better outcomes for Cumbria; as well as providing direction for
Members and staff about the way the Council will go about its business. They
also support the delivery of other Council priorities with digital supporting changes
in the way we work and contributing to both enterprise and efficiency.

What is the impact of the decision on Health Inequalities and Equality and
Diversity?

24. An Equality Impact Assessment of the Customer Strategy was undertaken ahead
of Cabinet agreeing the strategy. The assessment is an important tool for the
Council to use in the implementation of the Strategy, given the wide range of
customers the Council engages with.

25. Additional service specific Equality Impact Assessments will be undertaken when
necessary to ensure any future proposed changes to services and channels of
delivery take into account the needs of people with a protected characteristic.

26. In developing the Council’s approach to customer insight, consultation and
engagement there is an opportunity to further strengthen the Council’s
understanding of the needs and experiences of people with protected
characteristics; and this intelligence informs the implementation of the Customer
Strategy, ICT Plan and Workforce Plan Delivery Plans.

27. An Equality Impact Assessment was undertaken as part of the Workforce Plan
2018-22 development and has been reconsidered in shaping the Year 2
Workforce Plan Delivery Plan. The assessment is an important tool for the
Council to use in the implementation of the Plan, given the diversity of the
workforce.

Appendices and Background Documents

§ Appendix 1 – Customer Strategy Progress Update 2018/19 (Year1)
§ Appendix 2 – ICT Plan Progress Update 2018/19 (Year 1)
§ Appendix 3 – Workforce Plan Delivery Plan Progress Update 2018/19 (Year 1)
§ Appendix 4 – Customer Strategy Delivery Plan 2019/20 (Year2)
§ Appendix 5 – ICT Plan Delivery Plan 2019/20 (Year 2)



§ Appendix 6 – Workforce Plan Delivery Plan 2019/20 (Year 2)
Electoral Division(s): All
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Yes Yes No N/a No N/a Yes
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