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Birmingham City Council

The City

* The largest UK local authority

1 million citizens, culturally diverse, relatively young
391,000 households, 30% social housing

Cradle of industrial revolution but suffered from decline in
manufacturing

* Reinventing itself around knowledge and service
economies

« Excellent recent record of attracting private investment

The Council
 Inventor of modern municipal Government
* 120 councillors
40,000 non-teaching employees
An annual budget of £3.5 billion
5000 customer facing staff
Over 1000 locations - £1.4bn property portfolio
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Why Business Transformation

Drivers

« Members wanted to improve services with low tax
« To improve customers experience and satisfaction
Improve productivity

Improve working environment

Avoid “Salami” slicing

How

Joint venture with Capita (2006)
Improved IT as foundation
Rigorous methodology (CHAMPS)
Strong governance
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Birmingham’s objectives

Council Key Outcomes

« Succeed economically

- Stay safe

* Be healthy

* Enjoy a high quality of life
« Make a contribution

* Achieving Excellence

\

-~

\

The world to be

*Customer comes first

*‘Managers & staff serve Birmingham  people
wherever needed

*\We solve people’s problems

*Collaboration and decision making as near
front line as possible

*\We have excellent, cost effective services
*\We have high levels of job satisfaction

De”\/ered b . Business Transformation - changing what we do
y' Organisational Development - supporting staff to do it
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. @ 4P Birmingham City Council
What are we doing?
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Customer First

... [Jransformaton
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M | Working for the Future

oo Management

Realising more than £2 billion of benefits (£1.424 billion

cashable) over ten years for an investment of £591 million
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EPM

» Establish acceptable behaviours via
BEST

* Bring in performance related pay

» Consistent comprehensive PDRs

 Modern, interactive, self service HR
tools

» Results in powerful performance

management framework
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. ' Birmingham ity Council
customer first ’

Customer First will deliver the
following outcomes

More transactions
completed at first
point of contact

Simple and convenient
~access to services

Tracking
transactions from point of
contact to delivery

More proactive use of
customer information

Stronger culture of

Consistent & improv
customer focus proved

N standards of customer
| handling
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Customers will be able to register and login to their secure
account to manage their Council-related affairs

My AcCount

ACCcess your account

.'Birminhum City Council

Customer Login:
Giving customers access to their
secure account to transact with the Council
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"Birmin ham City Council
Once logged in, customers will access their personal

homepage with access to their transactions and statements
Customer Home Page: Secure, personalised page for every customer

Contact Us Accessibility. Content
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Clicking ‘My Requests’ allows customers to view the

transactions submitted across all channels

”Birminhm City Council

Customer Portal: Viewing your transaction history across channels

My homepage

navigation to keep
your personal details
up to date and view
your transactions
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1 click to view full

details of the
transaction

Easy to view status and
due dates for each
transaction
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"Birminhm City Council

1-click access to view and act on specific tran
bookings and statements

Customer Portal: Viewing a specific transaction

Contact Us Accessibility Content
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"Birminhm City Council

working for the future

Property drives
service delivery

Many property silos

Duplicated / single
service outlets

‘Time expired’ /
inflexible estate

Property on the fringes
of regeneration

Disparate / localised
property function

‘Constrained’ flexible
working

Central Administrative

Buildings (CAB)

N

Cross Portfolio

Inter-locking
sub-programmes

Enabling Agile
Working (EAW)

Vi
\

Excellence in Facilities

Management (EFM)

Service delivery
drives property

Single property portfolio

Consolidated / shared
service outlets

‘New age’ / flexible estate

Property at the core
of regeneration

Single / corporate
property function

‘Extensive’ flexible
working
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"Birminhm City Council

our journey

2008/9 2009/10 2010/2011 2011/2012 2012/2013 2013/2014 14/15

Q1 0z Q3 04 Q1 02 Q3 04 a1 02 Q3 04 Q1 02 Q3 Q4 Q1 02 a3 04 a1 a2 Q3 04 a1
Jun-08 Sep-08 Dec-08 Mar-09 Jun-09 Sep-09 Dec-09 Mar-10 Jun-10 Sep-10 Dec-10 Mar-11 Jun-11 Sep-11 Dec-11 Mar-12 Jun-12 Sep-12 Dec-12 Mar-13 Jun-13 Sep-13 Dec-13 Mar-14 Jun-14
SIP g 086 9,086 0,086 0,086 9,086 9,08 0,086 9,086 9,086 9,086 9,086 9,086 9,086 9,086 9,086 9,086 9,086 9,086 9,086 9,086 9,086 0,086 9,086 0,086 9,086
SUPPlY 19 525 10,525 9,895 9,895 9,224 9,046 9,046 9,940 9,296 9,015 86908 8,561 8,214 8,083 8,083 8,083 7,491 7,491 7,491 7,343 7,201 7,201 7,094 7,034 6,509

Demand ¢ 0s¢ 9,086 9,006 9,006 8,946 8,827 8,775 8,177 8,177 8,177 8,177 7,541 7,541 7,541 7,541 6,815 6,815 6,815 6,815 6,360 6,360 6,360 6,360 6,360 6,360

11,000

Workstation Supply (New Space Less Vacations)

10,000
1 Workstation Demand (Constant Population Supported)

9.000 - ]

8,000

Workstations

7,000

6,000

5,000

BIRMINGHAM

GLOBAL HEART



-
moving people

Year Number of Moves
2008 — 2009 500

2009 - 2010 2,150

2010 - 2011 3,400

2011 — 2012 3,000

2012 - 2013 300

2013 - 2014 300

20 14 - 2015 300

Total 9,950
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"Birminhum City Council

agile working

e ~
i ~
7 Property N
7 » Fit for purpose \
/ « Multi-functional
and flexible space \
/ « Efficient space
/ User Corporate
Engagement Guidance Pack \

! \
| People/ Agile
Teams Working |
\ - Work-life * Fitfor purpose !
balance opportunities technology
\ * Improved work « Corporate solutions /

environments * Responsive
AN+ Greater collaboration 4

Implementation /
\ Support Team /
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. . Birmingham City Council
Lancaster Circus
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Lifford House
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.’Birminhum City Council

Woodcock Street‘

R
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Where next?

» State of Public Finances

» Total Place

» Building in
Personalisation
Prevention
Collaboration
Self Sufficiency
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Thank you

BIRMINGHAM

GLOBAL HEART



