
Mark King Head of Service

Successful Service 
Delivery and 

Achieving Local Benefits



Came out of 
two very different organizations 

two very different agendas
Confrontational “CCT” environment

CONTRACTOR

•“profit chasing”
•Inward facing
•Good services
•Contributing to the Councils 
deficits

CLIENT

•“inflexible”
•Pay for what you got
•Outward facing
•Providing VFM

•Conflict

•Man marking

•Costs built in

Where we Were
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•Financial Savings
•Improved Customer Experience
•Man Marking/ duplication
•Seamless Service Delivery
•Shared Aims and Values

Reasons for Change



The Journey to date
• Decision made Autumn 

2006
• Teams in place April 

2007 (5 months)
– Finances merged
– Staff in place
– Savings identified and 

made £600k(circa)
– No compulsory 

redundancies
– No break in service
– No change to front line 

staff
– Seamless change 
– Maybe a few glitches!



The Journey to date

• Staff engagement 
• Development of

– Agreed Direction
– Joint Vision
– Joint set of 

Priorities/Principals
– New identity brand

• All by Summer 2007
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Street Care Strategy



Street Care Launch



Principal Achievements
Financial Management

• Save £537,000
• Budget management was 

rationalised saving a 
further £40,000

• zero budget – Better 
planning

• Process re-engineering 
freeing £100,000

• Additional funding - an 
additional  £2M plus



Principal Achievements
Customer Care

• Customer survey (2008)
• 1245 Qs - 38% return 
• Result - 87% performing well
• Result - Average 

satisfaction71%

• Southwest highways (2008)
• Best performing overall



Principal Achievements
Leadership

• Team leadership

• Strategic direction

• Staff development

• Succession Planning



Principal Achievements
Policy Framework

Business Plan

•Green

•Clean

•Lights

•Engineering

•Emergencies



Principal Achievements
People

•IIP

•The Voice

•Communication

•Workforce Planning

•Staff survey



Where We Are



•Council Strategy Naturally 
Delivered

–Benefit to Local Economy
–Supply Chain Contracts

Long Term Benefits



The Model
Street Care Services

Package 2
Traffic 

Management
Sign 

Manufacturing

Package 1
Surfacing     

/Quarried Material / 
White Lining/ 

Slurry Sealing / 
Specialist Surfaces

Barrier 
Repairs

Sweepers Jetting 
Machines

Scaffold

Street 
Furniture; 
traffic calming 
and bollards

Work Wear 
(uniforms 
and safety 
clothes)

Lighting 
Supplies

Contract 
Labour / Top-
Up Gangs (inc 
trenching)

Plant
JCB / 
Drivers/ 
Lorries/ 
Tippers 

Possible Frameworks

Stores 
(Builders 
merchants)

Lighting 
Columns  
supply

Arboriculture 
Services

Salt
Supplies

Column 
Erection

Fences
and gates

Laboratory 
and Testing 
Services

Bridge 
Repair 
Services

Others to 
follow

Package 3
Surface Dressing 
Binder Supply / 
Binder Application



Commissioning

JOB

SCHEME

SERVICE

Securing the services that most 
appropriately meet the needs and wishes 
of the service user, making use of market 
intelligence and research, and planning 
accordingly.
Put succinctly it is about effectiveness.
This focuses on outcomes and outcome 
based management.



•In-sourcing = new outsourcing
•Benefits:

–Recycling money and spend
–Local economic boost
–Stimulate SME’s thro education
–More control of service delivery
–Innovation (outsourcing = risk averse)
–Seamless Service delivery
–VFM

Conclusions



•BUT:
–Committed and supportive Councillors
–Strong leadership
–Performance Management Structures/ 
discipline
–Motivated Staff

Conclusions



Questions?
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