Appendix 1: Neighbourhoods Committee - 23/24 Savings Position as at Q2

Summary

This report updates Neighbourhoods OSC on the progress in delivering the 23/24 savings
agreed in the MTFS 2023/26 that fall under this committee portfolio.

An extensive review process has been undertaken between Q1 and Q2 and the position
reported below is as at Q2 (End of September 23).

Background

There are seven specific areas of savings in 23/24 totalling £5.846m that fall under the
committee portfolio and these are listed below.

Each area has been risk rated to indicate the current level of confidence in achieving each
savings target either in-year during 23/24 or over the longer term MTFS period 2023/26.
Page 3 of this appendix explains the risk rating criteria.

Quarter 2 Position

Of the £5.846m £0.019m is green, £4.837m is Amber and £0.990m is Black for 23/24.

In relation to the £0.990m of savings associated with the customer services programme in
bereavement, garden waste, markets and pest control, the programme team have delivered
the agreed customer service improvements as scheduled. However this did not materialise
in year savings due to savings being duplicated in service areas by other cross cutting
proposals i.e. fees and charges/workforce savings etc however this has delivered improved
customer service outcomes and an enhanced customer experience.

Decisions will need to be made around the longer term deliverability of these savings and
where this is no longer possible they will need to be written off and longer term alternatives
developed.

There are also savings targets associated with vacancy management and fees & charge
increases. Currently these savings are rated Amber denoting Medium Risk due to the lack of
monitoring information available through Oracle. Work to deliver these savings is
progressing but will need to be managed and monitored carefully throughout the year to
ensure the full savings targets are achieved.



List of Savings Projects & RAG status as at Q2

Directorate | OSC Portfolio Summary Description In-Year Over the
2023/24 MTFS
(Saving)
£'000 (Saving)
£'000
City Ops ggghbourhoods Removal of Universal Superloos (19) (19)
TOTAL (19) (19)
City Ops ggghbourhoods 3% Turnover factor (Vacancy management) (3,307) (3,307)
City Ops g"é'ghb"“rhmds Fees & Charges 5% (1530) | (1,530)
TOTAL (4,837) (4,837)
Council Neighbourhoods Customer Services — Bereavement.
Management | OSC Improvements in service design to deliver
efficiencies
Council Neighbourhoods Customer Services - Garden Waste. Introduce
Management | OSC autorenewal and other process improvements
to maximise levels of annual subscriptions.
Council Neighbourhoods Customer Services - Markets
Management | OSC
Council Neighbourhoods Customer Services - Pest Control

Management | OSC

TOTAL

Narrative for 23/24 in-year Non-Delivery

Neighbourhoods OSC
Dir Summary Description 2023/24 | Explanation
(Saving)
£'000

Council | Customer Services — Bereavement. | (710) Proposal related to increased income through

Mgt Improvements in service design to customer services improvements through Digital
deliver efficiencies and RPA (robotics).
Implementing RPA to free up The programme has been progressed and specific
officer time and redeploy more work is continuing on a new burial and cremation
staff on the ground. booking system. However, whilst the customer

journey is being improved, this is not resulting in
Deploying robots (robotic process and will not result in increased income.
automation) and using digital Furthermore, monitoring has not produced
services to book funerals and evidence of any increased demand for extended
memorials, transfer of deed and services over weekends, but this will continue to
make pre-payments. This will result be explored (burial weekend working was already
in a reduction in administrative delivered prior to programme).
work, higher quality of data and
better digital experience for the Any saving related to increased efficiency in
customer. processes is being duplicated by vacancy turnover
savings, MARS and other workforce savings, as

These changes should allow the well as potential RPA related savings.
service to extend service offer to
weekends and improve financial




Dir

Summary Description

2023/24
(Saving)
£'000

Explanation

data and reconciliation to reduce
admin.

Council
Mgt

Customer Services - Garden
Waste. Introduce autorenewal and
other process improvements to
maximise levels of annual
subscriptions.

70,000+ customers currently pay for
garden waste collection service that
requires renewal annually.

Despite the majority of garden
waste subscriptions being renewed
each year, there is still a lengthy
process for customers to reapply for
the same service with each new
year.

The service can be approved by
pre-empting customer needs
leading to frictionless renewals
service through automated
notifications and reduced clicks to
sign in. Pre-populated customer
data to minimise rekeying and
notifications of cut-off points to
remove chance of customers
missing out on full year service.

(80)

Service improvement in customer services has
been achieved but this will not materialise in year
savings but will deliver improved customer
service and customer experience

Council
Mgt

Customer Services — Markets

Automating services in Retail
Markets using a range of digital
tools including RPA, digital forms
etc.

Automating changes in retail
markets to allow automatic
matching of payments to
transactions, to make the booking
online, book a slot, get reminders
etc.

Automating retail market process
to help reduce the continuing non-
payment of invoices (debt) through
a range of measures. This will help
increase more upfront payments to
reduce bad debts and increase new
customers using prepayment
system.

(100)

Proposal related to improvements in customer
journey automation.

Cashless payments were already inflight at time
of the initial programme analysis. Further
elements of this proposal have not been
progressed as they were based on a set of
assumptions that did not reflect how a licence or
lease operates and on the operational delivery of
services.

From 2025 onwards transitional arrangements for
markets will be progressed as part of the
Smithfield Development (including new market)
project for full implementation by 2027.

This proposal has not been progressed due to the
factors above. However, the proposed
digitisation of processes in and of themselves
would not have led to a reduction in staff or an
increase in income.




Criteria for determining the RAG status of savings

is currently working to close the 22/23 financial year accounts — this includes final
assessment of savings delivery for the last financial year. Any further undelivered savings in
22/23 will need to be brought forward and found in 23/24 thereby increasing the overall

target for 23/24.

Assessment Criteria Delivered Low Risk

Savings RAG

Saving or income
realised and evidence
provided that costs
have been reduced or
income increased.

Headcount Example

Saving or income detail
documented and robust
plan in place to deliver
agreed targets,
showing when and who
is responsible.
-and/or -
Saving / income will be
delivered within agreed
timeframes.

Saving or income lacks
some clarity and / or not
detailed at an adequately
granular level, or at risk,
but agreed plan in place

to resolve and being

actively managed.
-and/or -
Some risk of not delivering
saving within agreed
timeframe, leading to cost

Limited confidence in agreed saving
/ income being delivered
-and/or -

Dir Summary Description 2023/24 | Explanation
(Saving)
£'000
Council | Customer Services - Pest Control (100) Most of the appointment work in pest control is
Mgt domestic non chargeable and delivered through
Automating services in Pest Control an agreed automated mechanism between the
using a range of digital tools contact centre and frontline delivery.
including RPA, digital forms etc.
The proposal was based on the incorrect
Automating changes in pest control assumption that business support staff could be
to allow automatic matching of reduced to make the service more competitive
payments to transactions, to make and that this would increase income.
the booking online, book a slot, get
reminders etc. The pest control commercial arm does not have
business support and delivers the majority of
Automated solution to improve income from land/house clearances where each
online services, using prepayment job is priced individually and does not lend itself
and digital forms. to automation. Hence the saving cannot be
delivered by either the contact centre or frontline
delivery.
Caveats:
e Many targets fit into multiple O&S portfolio, such as Fees & Charges, vacancy factor, thus for
simplicity we have allocated to the O&S Committee where most of the target is more likely
to fall.
e Some services also fall into more than one O&S portfolio — we have allocated the full target
for these to the committee of higher alignment rather than split amounts.
e The total savings that need to be delivered in the 23/24 financial year may increase. Finance

High Risk Potential Write-Off

Agreed saving cannot

Saving / income unclear and / or not be delivered.
specified at adequate granular level. -and/or -
-and/or - Alternative saving
Inadequate plan / no plan agreed. options
-and/or- to be identified.
Saving not yet agreed by -and/or -
Directorate / Service Manager CLT should consider
-and/or - writing off the agreed
Major risk of not delivering saving / saving.

of slippage. income within agreed timeframe,
leading to cost of slippage.
Budget Manager has
confirmed that posts (to Headcount reduction is

agreed value and timing)
will be vacated and
deleted from budget.

considered
unachievable.




