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1. Introduction 
 

  

Name of 
Service 

Strategic Transformation and Performance Service 

Included 
Service Units 

Business Technology 
Performance Improvement 
Procurement 

Directorate Finance and Performance 

Purpose of 
Service 

Support Council services on the above functions and add value to Services to 
achieve more efficient and effective performance and be a high performing 
organisation. 
 
We do this by providing support and insight to our clients and by having 
effective governance arrangements in place to aid compliance and enable and 
support continuous performance improvement of the Council. 
 

 
 

Key 
customers/ 
stakeholders 
and their 
needs 

Our key customers are other Council Services, who are effectively our Clients. 
Other key stakeholders include Elected Members, Northern Ireland Audit Office, 
suppliers and our residents. 

Context, 
challenges & 
key 
assumptions 

Key challenges affecting the Service include regulatory changes arising from 
Brexit, increasing cyber threats, the growing dependence on and opportunities 
presented by technology, and a public, political and corporate desire for 
transformation and efficiency. The Service will need to continually evolve to help 
the Council adapt to these and grasp opportunities presented. It is assumed that 
any identified resources will be available to enable this.  

 
Challenges include legislative compliance in a changing environment, responding 
to technological threats, opportunities presented by cloud-based computing and 
mobile working, and supporting the Council to deliver performance improvement 
projects in the context of finite financial resources. 
 

Insight

GovernanceSupport
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Impact of 
Covid-19 

• Covid-19 has disrupted how the organisation has operated throughout this 
2020/2021 financial year focussing on provision of key/statutory services 
provided by the Council with many of the directorates experiencing furlough, 
adjusted goals and a requirement for employees to work from home.   

• From lockdown (March 2020) until mid August the Performance Improvement 
Unit has supported the Coronavirus Sub-Group/CLT/Members through the 
provision of data, analytics and solutions alongside their business as usual 
and statutory activities.  Since mid August, in line with the Council’s Recovery 
strategy, the PIU has refocussed its activities towards how it will support the 
Council in implementing its Strategic Transformation and Efficiency 
Programme in light of reduced operating budgets.  

• Business Technology, alongside their business as usual activities, 
implemented and continue to support three new major services during Covid-
19;  a new VPN solution, to allow staff to work from home and access network 
resources;  Microsoft Teams to improve staff communication and 
engagement; and Virtual Council Meetings to allow Council Committees to 
meet. 

• The Procurement Service Unit, in addition to operational business, has 
worked on the coordination and ordering of PPE, supplier relief and contract 
modifications due to Covid-19. 

Reflection on 
previous 
performance 
– successes 
and lessons 

• Satisfaction from Council staff ‘clients’ during 2019/20 was extremely positive 
with 99% rating the Service as at least 6 out of 10. 

• The Service’s performance in 2019/20 (to date) has been positive. There has 
been a wide range of tenders progressed by the Procurement Unit, achieving 
improved services and cost savings. A range of Performance Improvement 
projects have led to enhancements for our customers (including upcoming 
Core2). Our Business Technology team has enabled new ways of working 
through new infrastructure and the greater use of cloud services whilst 
improving the Council’s resilience against the threat of cyber-attacks.  

• 100% of Strategic Transformation and Performance staff indicated morale of 
at least 6 out of 10. 

• Despite excellent past performance, there is concern that the resourcing 
levels may inhibit future success, in view of increasing workloads and 
demands from across the organisation. This risks inhibiting realisation of 
Council’s aspirations across procurement effectiveness and efficiency, 
harnessing technology and delivering transformation, efficiency and 
performance improvement.  

• Some measures will be replaced or refined to give greater focus on the 
achievement of the objectives/actions and make them more outcome based, 
though many measures from 19/20 will carry forward. 

• This Service will adopt an Outcomes Based Accountability approach used in 
the (draft) Corporate Plan 2020-24 and will align with the direction of the 
Corporate Plan. 
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2. How does our Service contribute to community outcomes and 
corporate priorities? 
 

Corporate Plan 
priority 

EXCELLENCE - We will work to be an effective and efficient 
organisation, innovating and partnering to make a sustainable, 
positive difference for our Borough 

Key indicators % Resident satisfaction 
% Staff reporting ANDBC is a great place to work 

Key supporting 
strategies 

Estates strategy 

What we will do 2020-24? What we will focus on 2020/21 

Growing: 

• Developing our customer service including 
supporting Council-wide online/mobile 
service offering 

• Improving resident engagement including 
through a Youth Council and trialling 
resident panels 
 

Better: 

• Focusing our policies, practices and 
systems on our priorities, customer service, 
agile working and a culture of continued 
performance improvement 

• Pursuing digital transformation, including 
mobile working and a paperless office, 
through new technology  

• Investing in talent development through 
mentoring and coaching staff and continued 
learning and development  
 

Together: 

• Reviewing our service models including 
opportunities for greater use of partnerships 
across the Council and beyond 

• Planning our services collaboratively each 
year, aligned to the Corporate Plan 

Growing: 

• Providing excellent services in 
procurement, technology and performance 
to support achievement of PEOPLE 
priorities 

 
Better: 

• Establishing a Strategic Transformation and 
Efficiency Programme to support 
organisational improvement to aid delivery 
of the Corporate Plan 

• Updating policies and handbooks to ensure 
effective governance arrangements, 
including in view of BREXIT 

 
Together: 

• Maintaining a healthy team environment 
including through regular team briefs, 
service workshops, collaborative planning 
and Pride in Performance conversations 

• Providing training/information on 
procurement for local businesses 

• Further integrating and streamlining 
governance approach with partner Services  
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What we will do in 20/21 – including key business as usual activities, performance 
improvement actions and those required to deliver on priorities 

Action 
 

Lead Service/ 
Service Unit 

• Proactively monitor ICT backend infrastructure and security systems to 
ensure alignment with National Cyber Security Centre (NCSC), and internal 
audit guidance. 

• Review the approach for service-related business technology expenditure 
including centralisation vs decentralisation, visibility/reporting and 
prioritisation/approvals. 

• Review operation of Service Desk to ensure alignment with ITIL v4 best 
practice guidelines.  

Business 
Technology 

• We will support organisational transformation including supporting services 
to design, develop and evolve delivery of their services 

• Support the development of elected Members through delivery of PI 
Masterclasses 

• Web publication of PIs 

• Further integrate Service Planning with budget setting process and revise 
approach to aid collective development of plans 

• Review performance reporting approach and solution 

Performance 
Improvement 

• Review polices, processes and ways of working and, as a result, update 
handbooks/ guidance Regulations 2019 and review Single Use Plastic ban 
guidance currently in the procurement handbook and support full 
implementation of same guidance. 

• SME training 

• Develop and implement policies to comply with recent legislative 
developments on Modern Slavery in the Supply Chain, Brexit (The Public 
Procurement (Amendment etc.) (EU Exit), and social value in procurement 

• Apply best value practices, establish working groups to implement 
collaborative corporate tenders, commercialisation, multi council tenders and 
enhance reporting of efficiencies 

• Progress invest to save business case for efficiencies through corporate 
contracts 

Procurement 

• Establish, manage and report on budgets, being conscious of the need to 
deliver value for money for our ratepayers 

• We will maintain a healthy working environment driven by PERFORM 
elements including effective planning, engagement and communication, 
teamworking, celebrating success etc 

• Establish and support organisational transformation through a Strategic 
Transformation and Efficiency Programme (STEP) 

Strategic 
Transformation 
and 
Performance 
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What this will improve 

Improvement 
Aspect 

Y/N Rationale 

Service 
Effectiveness 

Y Reviewed performance reporting approach and solution plus 
establishment of corporae transformation and efficieicny programme 

Service Quality Y As above 

Service 
Availability 

Y Web publication of performance 

Fairness N Remains as current with services provided in fair, open and transparent 
way 

Sustainability Y Development of Social Value in procurement policy. Otherwise remains 
as current including sustainable procurement practices including social 
clauses and single use plastic 

Efficiency Y Greater prioritisation and accountability on technology expenditure; 
supporting effieciencies through transformation programme and 
effective procurement 

Innovation Y Driving and supporting innovation through Strategic Transformation and 
Efficiency Programme 
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How we will track our performance 

How much will 
we do 

2017/18 Actual 2018/19 Actual 2019/20 
Actual to date 

2020/21 Target 

% attendance 93% 95% 99% 95% 

% time invested 
in team briefing, 
training, 
development and 
performance 
conversations 

7% 8% 5.63% >=5% 

Date of 
implementation of 
revised annual 
planning 
arrangements 

N/A N/A N/A December 2020 

How well will we 
do it? 

2017/18 Actual 2018/19 Actual 2019/20 
Actual to date 

2020/21 Target 

No. of successful 
procurement 
challenges 

0 0 0 0 

% service calls 
satisfactorily 
addressed within 
timescales 

97% 97% 97% 97% 

% systems and 
network uptime 

99.9% 98% 99.9% 98% 

No of live 
transformation/ 
efficiency 
projects 
supported 

N/A N/A N/A 4+ 

Is anyone better 
off? 

2017/18 Actual 2018/19 Actual 2019/20 
Actual to date 

2020/21 Target 

% Satisfactory 
Audit Reports 

100% 100% 100% 100% 

% Client 
Satisfaction 

91% 99% Not yet available 95% 

% spend against 
budget 

91% 99% 99.7% 100% 

% staff 
satisfaction 

93% 100% Not yet available >=90% 

£ procurement 
savings 

£89k  £212k £211k £250k* 

 
*potential for this to increase significantly if an ‘invest to save’ business case for efficiencies 

through corporate contracts is agreed and effected. 

  



       

9 
 

 

3. Resources 
 
 

 Current  Proposed Comment 

Staffing FTE 
14 

FTE 
14.4 

Including additional 0.4 FTE administrative 
support 

Revenue 
Budget 

£1.8m  £1.8m  

Capital 
budget 

£0 £0 A strategy for rolling technology equipment 
refresh will be developed in advance of 2021/22 

Other 
resource 
impacts 

Requirements on accommodation, ICT equipment and office supplies 
remain consistent to previous years 
 

Resulting 
Service 
Impact 

Resourcing remains largely consistent with previous years. Business 
cases have been made to increase resources across the Service to 
enable transformation, including technological, and efficiency 
opportunites across the Council. These have not been progressed to 
date in view of wider financial pressures and competing priorities across 
the Council. Current resourcing will support the delivery of required 
services, though there remains a risk that resourcing levels may inhibit 
the realisation of Council’s aspirations across procurement effectiveness 
and efficiency, harnessing technology and delivering transformation, 
efficiency and performance improvement.  
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4. Risks 
 

Ref: Risk Description 

Gross Risk 

Current controls 

Residual 

Risk 

Risk 

Status Further Action 

Required 
Action Due by 

Risk 

Owner 

Notes to explain 

rationale for 

scoring, etc 
I L R I L R 

Tolerate 

/ Action 

1 

Lack of corporate 
support/resistance to change 
for performance improvement 
initiatives and wider 
performance culture 4 3 12 

Use of PIDs, joint teams with user 
inputs, rollout of PERFORM 4 2 8 Action 

Education, 
communication and 
building 
relationships Ongoing   MMcV 

  
 
  

2 
Low staff morale causing poor 
service performance 3 3 9 

Team Briefings, investment in staff 
development, focus on positive 
working environment 3 2 6 Action 

Maintain focus on 
communication and 
engagement Ongoing   AS 

  
 
  

3 

Non-adherence to procurement 
and governance requirements 
(including changes due to 
BREXIT) leading to financial 
cost, audit and public criticism 4 3 12 Governance arrangements, Audits 4 2 8 Action 

Review, embed and 
communicate 
governance 
arrangements Ongoing   DB 

  
 
  

4 

Failure of ICT infrastructure or 
cyber-attack causing service 
failure, cost and negative PR. 5 4 20 

Client Machines receive monthly 
security patches.  Servers on new 
AND domain receive monthly 
security patches.  Web/E-Mail 
filtering and Antivirus on all 
machines.  Periodic Phishing tests 
and awareness emails sent to all 
staff 5 3 15 Action 

Put program in 
place to remove 
remaining 
old/legacy servers 
running 2003/2008 
and to patch other 
vulnerable client 
software e.g Office, 
Adobe Ongoing  CW  

5 

Lack of communication from 
clients impacting on Service 
e.g. re new start or leavers 2 4 8 Raise at HOST, email reminders 2 3 6 Action 

Build relationships 
with key clients and 
improve processes 
where there are 
known 
issues,Implement 
Core 2 Ongoing  CW  
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5. Monitoring and Review 
In adherence with corporate requirements, including quarterly reporting to Committee. 
Performance will also be discussed at regular manager meetings and all staff workshops. 
 

6. Conclusions 
This plan provides focus for the service for the 2020/21 financial year. 
 

7. Appendices 
N/A 
 
 


