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Transformation methodology

• Established a Programme Management Office (PMO) – by 

stealth.

• PMO is a balance of internal and external staff.

• Seconded key staff into a programme office and built internal 

capacity.

• Appointed external company, V4 Services Ltd through Catalist 

process to create, manage and deliver the programme.

• Created invest to save fund to drive key projects.

• Delivered early success which built trust.



Transformation methodology

• Cash savings build up every year and repeat – costs are taken as a 
one-off each year. 

• PCC will have saved £48m over 4 years. We are saving £13m each 
year, with no additional cost needed to achieve this figure.

• Savings out-weigh costs in-year so the return on investment climbs 
substantially for each year of investment.

• Decisive advances in customer service and operational performance.

• Leadership, ownership and strong governance arrangements.

• Focus on increased return on investment – 5:1 in 10/11.



Our journey

Year 2007-08 2008-09 2009-10

Savings target £3.5m £3.68m £6.2m

Cumulative savings £10.68m £24.1m

Invest to save £1.6m £3.4m £2.4m

Income from 

trading
£0.5m £1m

Projects delivered Procurement:

Stationery, ICT, Travel

ICT Managed 

Service

Customer Services 

transformation

Reduced 

administration & 

support activity

Trading services Manor Drive plc – back 

office into a business

Green open spaces 

restructure

Agile working in 

Children‟s services 

and Env Health

Asset management –

sweat and consolidate

Initial process review Process change Process improvement –

driven by business

2010-11

£10.992m

£48.43m

£2.6m

Green Shoots

Front to back office 

integration

Digital mailroom

Flexible working



Transforming our customers’ experience

Corporate cross cutting enablers

Customer liaison and 

intelligence:

•Getting the basics right

•Complaints, R&I, FOI, DPA

Customer Services 

Transformation 

Programme:

•Migrating 

enquiries/services

•Self-serve

Customer Process 

Transformation:

•End-to-end redesign

•Wide ranging 

programme

•Emphasis on performance for 

customers

ICT 

Strategy

Procurement and 

shared services 

strategy/review

Property 

rationalisation, 

facilities, assets

Strong, embedded 

culture and values

Leadership Academy:

•Tiers 1,2 & 3 

•Training on leadership and change 

management

Skilled and 

motivated 

workforce

HR Processes linked 

to values

Unlocking resources:

•Cash savings

•Efficiency gains

•Strong benefits realisation

Enabling programme:

•More self-sufficient 

managers, staff, members, 

customers, partners, 

regulators

Efficient, 

cost saving 

business 

processes

Mark Smith, Chester and Cheshire West



Business cases – top 10 overview

Project Savings Speed of 

delivery

Project emoticon

Manor Drive:

Introduce a business model to the operation of the 

Resources department to enable the creation of a 

single back office.

Extracted:

£900k

Achieved: 

£888k

Medium 

Demand Management:

Reduce unregulated spend in non-business critical 

areas of expenditure: e.g. furniture, travel & 

accommodation etc.

Extracted and achieved: 

£750k

Short 

Adult Social Care:

Delivered through reviews of residential homes, 

agency placements, external nursing and domiciliary 

care alongside improved supplier management

Achieved in 2009-10:

£750k

Medium

Children’s Services Co-Location:

Co-location satellite offices in one central location for 

Children‟s Services through agile working.

Extracted and achieved:

£208k

Short

Customer Services:

Create a new capability to deliver excellent customer 

service, in line with the Customer Services Strategy.

Extracted:

£1m over 5 years

Achieved:

£250k (year 1)

Long

spectator

champion

champion

champion

champion



Business cases – top 10 overview

Project Savings Speed of 

delivery

Project emoticon

Property Rationalisation:

Rationalise the property portfolio so that it is fit to deliver 

services in line with Council objectives, now and in 

future.

Extracted:

£1.307m

Achieved: 

£197k

Long

ICT Managed Service:

Partner with an external supplier to provide an ICT 

service that is cost effective, efficient and will support the 

authority and its future ambitions.

Extracted:

£550k

Achieved:

£150k in 2008-09

£400k expected in 2009-10

Long

Telephony/VOIP:

Implementation of a VOIP telephony system.

Extracted:

£258k

Achieved:

£129k

Long

Agile Working in EPPS:

Use of technology to enable smarter working for 

regulatory officers in the field.

Extracted and achieved:

£119k

Medium

Print:

Procurement of a print and reprographics solution.

Extracted:

£150k

Achieved:

£100k

Short

spectator

spectator

spectator

champion

champion



Transformation – Internal Recognition 

Council Tax Summary 2010/11:

“Our Business Transformation programme will have delivered £30.7 

million cumulative gross savings between autumn 2006 and the end 

of 2009/10.  This has helped limit this year‟s rise in council tax to just 

2.5 per cent – meaning a typical Band D property will face an 

increase of £27 from £1,069 last year to £1,096 for 2010/11.

“Rather than being a victim of the recession, we are actually able to 

invest in new initiatives that will benefit all residents and local 

businesses for years to come.” 

Councillor Marco Cereste, Leader of the Council



Transformation – external endorsement

• Government Business Awards 2010, Procurement Category – „Winner‟ 

• LGC Awards 2010 Efficiency and Transformational Government Category 

„Finalist‟ 

• LGC Finance Efficiency Initiative 2009 – „Winner‟

• SOLACE Project & Programme Management Interim Manager of the Year 2008 

for leadership and delivery of Peterborough City Council‟s challenging Business 

Transformation Programme

• As noted by PWC our external auditors, the Council‟s Use of Resources score 

increased in 2008/09:

“The Council has clear financial plans to cope with the impact of the recession. 

Significant improvements have been made by the Council in its financial 

management arrangements. Financial planning is good. Efficiency savings have 

been made, helping the Council to put more money into areas that residents think 

are most important. The „Business Transformation Programme' delivered over £10 

million of savings. The Council improved its buying arrangements.”



http://www.rutland.gov.uk/default.asp
http://www.cnc.police.uk/


Revenue and Benefits Team Performance

Performance April to June 2009
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% Customers seen within 30 mins
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Total Customers Seen by a Specialist Officer
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Number of E-Payments received
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How is the portfolio managed?

• Director’s Group – oversees the corporate programme at a macro level and
ensures interaction with Sustainable Community Strategy. Chaired by Director of
Resources.

• Governance Board – Manages all the Councils projects and programmes. Decides
which projects should go ahead and which shouldn‟t. Manages the Gateway
process. Chaired by Head of Delivery.

• Savings and Innovations Board – Manages the delivery of the transformation
projects. „Calls in‟ projects where they are in difficulty, red or amber. Co-ordinates
intervention and can cease projects. Chaired by Head of Customer Services.

• Programme team – reports to Savings Board and supports the delivery of all
programmes including capital, business as usual and transformation. Led by Senior
Programme Manager.

All the above groups are supported by one team and one system – Verto.



Peterborough Gateway Process

• Assurance of delivering strategic ambitions and alignment of investment to 
outcomes within the Sustainable Community Strategy 

• Assurance that project delivery will take place and not require additional funding 

• Provide an audit trail of project activity 

• Improve risk and issue management 

• Embed programme and project management methodology into all projects 

• Improve the success of delivering project outcomes and realising benefits. 

• Streamline processes, ensuring consistency and clarity of expectations 

• Ensure documentation and information within it is scaled appropriately to the size 
and complexity of a project 

• Focus on stopping projects at appropriate times.



Gateway Process



Portfolio and Project Management – “Before”

• lack of responsibility/ownership from some project managers

• Lack of compliance with the programme management system

• Absence of budget approvals

People
• Multiple documents containing project data 

• Requirement for double data entry by Programme Office

• Absence of “live” data with delays in data entry

• Increased risk of inaccurate and old data

• Not all projects captured – missing information

• Audit trail was often complicated/difficult to understand

• Significant proportion of time spent on compilation of project reports

Processes

• Limited project register via intranet, with restricted search facility

Technologies



Portfolio and Project Management – “Now” 

new web system “Verto” by TMI Systems

• Increased accountability of project managers

• Greater sharing of knowledge

People

• Easy to use system - complete programme overview with detailed project 
information – for all Council projects.

• Access to live information

• All project documentation now on the system

• The new gateway process is built in, with governance rating

• In-built approval system

Processes

• A new programme management and project register solution developed with  
Business Partner

• Web-based system enables flexible/agile working and use with trading 
partners

Technologies



How does the system work?

• Information flow from:

• Business Cases

• Projects

• Monthly Update Reports

• Benefits Profiles

• Benefit Reviews 

• All feed through to the Overview screen allowing a snap-shot of progress to be 
viewed

• The permissions assigned to each user determine the view of the system they get

• Screenshots of system operation



21

Home screen
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Programme overview screen
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Project register status
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Project status screen
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Your projects screen
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Reports screen
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Project timeline screen



28

Project milestones



29

Risks screen



Verto – next steps

• Develop resource management function including:

– Log and track hours against milestones

– View resources at multiple levels

e.g. programme, project, department, individual etc.



31

Resources by user



Verto – next steps

• New bid management functionality

– Manage all council bid applications, grants and awards

– Create a central repository, documents, best practice, 

lessons learnt etc.



Verto – next steps

• Verto system available commercially end of 2009 from 

Peterborough‟s development partner TMI Systems

• Recently taken on by Cheshire, Rutland, Middlesbrough and 

Nottinghamshire

• Other agencies include CNC Police; Devon Fire and Rescue 

Service

• Verto is a web based, hosted system which can typically go 

live within 1-2 weeks



Collaboration and Information sharing

• Need to share programme experiences and lessons learnt as 

transformation & change management programmes evolve

• Idea to build a library of business cases to exchange between 

member agencies

• Prototype website; www.infobank.org.uk

http://www.infobank.org.uk/






Contacts

Paul Tonks, Head of Business Transformation

paul.tonks@peterborough.gov.uk

Telephone: 01733 452471

Heather Darwin, Business Transformation Manager

Heather.darwin@peterborough.gov.uk

Telephone: 01733 452495

Chris Wright, PMO / Verto

chris.wright@peterborough.gov.uk

Telephone: 07799 656101

mailto:paul.tonks@peterborough.gov.uk
mailto:heather.darwin@peterborough.gov.uk
mailto:chris.wright@peterborough.gov.uk

