
Appendix A  High Level Plan
14-15 15-16
Q4
Jan-Mar

Q1
Apr-Jun

Q2
Jul-Sep

Q3
Oct-Dec

Q4
Jan-Mar

Key Milestones

New Operating 
Model design 

and 
Detailed Design (bringing the operating model to life) Implementation  (making the operating model business as usual)

OSMC
Cabinet

Full 
Council

Outline Budget 
proposals Cabinet

Budget  Proposals
Cabinet

Budget 
Finalisation

Consultation

Outcomes based budgeting

Reduce and stop review

Duplication and 
fragmentation outline 

business case
Business Case

Business Support
Go Live

£800k  Savings

Completed

Ph
ase

 1 
co

mp
let

e

and 
implementation

Removing 
duplication and 
fragmentation

Service Reviews

Phase 1 Detailed Design
Phase 1 Implementation

Phase 2 Detailed Design (implementation 
aligned to new operating model 
implementation

Outcomes based budgeting

Phase 2
Opportunity 
Assessment

Major Options Appraisal & Business Case Phased approach to implementation based on decision from options appraisal

Phase 1 
Opportunity 
Assessment & 
Business Case

Completed

Completed

Completed

Procurement of strategic 
transformation partnerPh

ase
 1 

co
mp

let
e

Ongoing Options Appraisal , Business Case and  implementation

16-17

Mar
Q1
Apr -Jun

Q2
Jul-Sep

Q3
Oct-Dec

Q4
Jan-Mar

Implementation  (making the operating model business as usual)

Budget 
Finalisation

Outline Budget 
proposals Cabinet

Budget Proposals 
Cabinet

Budget 
Finalisation

16/17 
Benefits 
Realised

Phased approach to implementation based on decision from options appraisal

Completed

Ongoing Options Appraisal , Business Case and  implementation
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14-15 15-16
Q4
Jan-Mar

Q1
Apr-Jun

Q2
Jul-Sep

Q3
Oct-Dec

Q4
Jan-Mar

Organisational
Change

Customer
Project delivery of; digital platform solutions, community forum, rationalisation of face to face and telephony channels, fur
Detailed design of Customer Hub

Portal Customer  Portal Customer Portal 

Leadership development design

Change Management Framework

Culture, Behaviour, Capability Development Design

Change Management Support

Leadership Development Implementation

Culture, Behaviour, Capability Development 

Managing 
Performance Design Managing Performance Implementation

Implementation of Customer Hub

Customer
Hub

Infrastructure

Intelligence Hub

Portal 
Design 

Customer  Portal 
(tactical) 

Customer Portal 
(strategic) Implementation

Ongoing web improvements
Property – opportunities assessment Service Property Rationalisation Implementation

Procurement –
opportunities

Business Support 
Implementation

Work-styles Shape Work-styles Detailed Design Work-styles Implementation

Additional Procurement Savings Implementation

Strategy 
Unit
Live

Intelligence Hub detailed design 
Implementation 

Single Customer View Detailed Design Single Customer View Implementation

Completed

Completed

Completed

Implementation of digital  innovation and technology projects
Procurement savings implementation already underway

16-17

Mar
Q1
Apr -Jun

Q2
Jul-Sep

Q3
Oct-Dec

Q4
Jan-Mar

Project delivery of; digital platform solutions, community forum, rationalisation of face to face and telephony channels, further improvements of assisted self service

Culture, Behaviour, Capability Development Implementation

Implementation of Customer Hub

Service Property Rationalisation Implementation

Single Customer View Implementation


