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	Introduction

	· The context for improvement activities for Allerdale Borough Council was previously set within a national performance framework and an Audit Commission inspection and assessment programme.
· The removal of the national/externally-set improvement and performance framework now provides a much greater opportunity for self-determination, with local decisions around Allerdale’s own definition of improvement, what lies at the heart of improvement, how improvement is measured and how to develop the culture of improvement. 


	Why an improvement programme?

	· The improvement programme will make explicit the areas on which the Council - staff and members - need to focus to be able to deliver the strategic objectives of the Council Plan. The Council Plan details what the Council is going to do, the improvement plan details how it is going to do it and how it will improve as an organisation to deliver excellent services. 
· We cannot stand still as a public service and need to develop our culture of improvement. The plan is a natural progression from previous improvement priorities. It responds to the key drivers outlined in the Council Plan and links to other key development activities such as those set out in the Workforce Strategy.


	Why do we need to improve?

	· To provide a better service to the people of Allerdale, responding to their needs

· Because ‘one size does not fit all’ and we need to respond differently to the different needs of our diverse communities

· Because public services are changing, we will have fewer resources and be expected to engage more with our communities, empowering and enabling others to deliver services.
Customer focus and locality working are fundamental to the improvement activities developed in this plan. These are underpinned by cultural change and performance improvement, supported by our workforce strategy and a continuous review of services.

These strands of the improvement programme link directly to the key drivers that cut across and influence all the work the council does as set out in the council plan.
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	What does an improved Council look like?

	An improved council will put the customer at the centre of its service provision and decision making, with elected members recognised as the community leaders. It will have clarity about priorities and service levels – what we will do, what we will not do, where we will do it: not one size fits all. Service delivery will be at a locality level and the workforce will have the skills, training and experience to deliver our priority actions. The elected members will have the development opportunities appropriate to fully contribute in their roles and to improving the council. 
We will work together demonstrating the values that underpin everything we do:

	Mission

Go the extra mile and make a difference every day.
	Values 

· Make things happen

· Act as one team

· Treat everyone with dignity and respect
	· Support each other and learn together 

· Be open to do things differently 

· Celebrate our successes


	What do we mean by ‘putting the customer at the centre’?

	· What we do will be led by the needs of our customers and based on clear evidence; we will not simply do what we have always done. 
· We will address the diversity of needs across the borough looking at flexibility of services to meet different needs and provide services differently. 
· We will continue to work with our partners to understand broader areas of need, for example health and wellbeing, to ensure those needs are met. 
· We will allow self-determination for communities that want, and have the capacity, to make local decisions and provide greater support and capacity building (hand holding) to those that don’t. 
· We will be responsive to our customers, be they external or internal.


	Implementation of the Organisational Improvement Plan

	The responsibility for improvement must be shared across the Council, from Council and all elected members, Executive, SMT and all staff and service areas. The responsibility for leading and monitoring the implementation of the improvement plan will rest with the Deputy Chief Executive and Policy and Communications Team. 
As well as cascading the improvement plan through the usual communication channels, focus groups will be held across all service areas involving cross-sections of staff, together with awareness sessions with elected members, to build on the content of the plan and to contribute to identifying how we will know when we have improved. 
The introduction of improvement challenges will mark a ‘new culture’ in driving improvement across the Council. 



	How we will achieve improvement

	The action plan shows the areas in which the need for improvement has been recognised and actions that will be taken to address these (columns 1 and 2). Measuring improvement is not always easy. Column 3 therefore identifies a range of quantitative and qualitative measures (quantified wherever possible) that will be used to track changes that have resulted in improvement. There should be a small but clearly identified set of measures that will demonstrate improvement both internally and externally; measures may therefore appear against more than one element of the plan. This column also identifies some of the tools that will be used to make those measurements. This is an area of the plan that needs to be developed and reviewed over time. 



	What do we need to improve?
	How will we improve?
	How will we measure the improvement we have made?

	Customer focus

	Customer insight – knowing about our customers and their diverse needs across our communities
	Develop a ‘knowledge bank’ of customer information with our partners – bringing together existing sources to create comprehensive locally held data, shared across all services
	· Demonstrable use of customer insight information in decision making and service plans

	
	Implement the action plan arising from the peer review of Equalities Framework for Local Government, in line with Equalities Act 2010
	· 

	Customer engagement in decision making 

	Review and develop our customer engagement strategy in line with locality working

	· % people in each locality who feel they can influence decision making or have been engaged in the process (annual survey)

	Knowing what our customers think of our services (and those delivered jointly with our partners)

	Undertake an annual customer perception (place survey) survey  and develop a systematic and standardised approach to individual service surveys
	· Number of people satisfied with Council services increases year on year

· Demonstrable actions taken as a result of customer feedback 

	· 
	Review our proactive use of customer complaints/compliments and service feedback to deliver improvements, and report quarterly to the Strategic Management Team
	

	· 
	Develop current systems to systematically log information and feedback from councillors – explore the opportunities of the customer call centre to do this
	

	· 
	Ensure information is shared publicly and across all service areas
	

	High quality customer service – internal/external   

	Implement customer access strategy
	· Quality standards are defined for all services and customer satisfaction measured against the standards improves over time 



	· 
	Ensure clarity and consistency around standards and levels of service (internal and external) including internally published and updated service levels
	· 

	· 
	Identify current practice (eg use of customer charter) and improvements needed to achieve consistency across all areas
	

	Locality working

	Deliver services differently (level or type) to meet different needs in different places
	Implement our locality working policy and work with partners 


	· Demonstrable differences in different areas as evidenced through locality and service plans  

	Enable communities to make local decisions through community leadership of elected members


	Put in place clear delegation processes and, where appropriate, local governance structures
	· Increasing number decisions taken at local level

· Demonstrable community engagement in decision making



	· 
	Define and develop community leadership, including a review of the role description of councillors in the constitution and providing development programme for community leadership skills for elected members 
	· 

	Staff feel empowered to make local decisions and deliver different services in different places
	Ensure understanding across the whole council of what we are trying to achieve
	· Staff survey shows greater empowerment 

· Demonstrable differences in different areas as evidenced through locality and service plans  

	· 
	Understand the barriers and develop actions to address them; provide support through locality advocates

	

	Cultural change

	Motivation and morale of staff
	Develop the values of the organisation and a plan to embed them across all staff and members
	· Staff/member surveys show improvement year on year



	· 
	Undertake a cultural audit (link to staff survey) and develop an action plan 
	

	Trust between management levels and officers and members leading to shared accountability 
	Through the leadership programme develop leadership behaviours that reinforce trust within and across all levels of the organisation, including the organisation’s approach to innovation and risk
	· Leadership programme (managers and members) delivered with follow up review and evaluation

· Trust and being valued are seen to be improving through consecutive staff surveys

	· 
	Develop leadership skills of Executive members
	· 

	· 
	Proactively manage poor individual performance
	· 

	· 
	Strengthen leadership collaboration to ensure strong teamwork (as defined in Workforce Strategy)
	· 

	Performance improvement 

	Developing a culture of trust ‘to deliver’
	Move towards exception reporting at all levels  


	· Trust and being valued are seen to be improving through consecutive staff  surveys

	Focus on improvement not monitoring
	Introduce ‘improvement challenges’ to provide challenge, support and learning for improvement – moving towards peer/partner challenge
	· Active role in LGG Peer Review process showing recognised improvements

· Published outcomes from improvement challenges demonstrating measurable improvements



	· 
	Develop leadership accountability routes and processes to support delivery (as defined in Workforce Strategy)
	

	· 
	Review the use of covalent as a management tool; reduce the burden of reporting
	

	· 
	Develop support through the LG Group’s ‘Take the Lead’ offer
	

	Proactive not reactive
	Encourage the proactive demonstration and reporting of improvement through service managers, and communication and publication of all evidenced improvement 
	· Published outcomes from improvement challenges demonstrating measurable improvements 

	Workforce strategy and member development 

	Skills, training and experience to deliver our priority actions
	Develop and implement the key actions of the Workforce Strategy and action plan
	· Workforce Strategy actions delivered

· Number of members taking part and/or accredited

· Staff survey/member survey

· Skills audit

· % of personal objectives achieved

	· 
	Develop and implement a member development accreditation scheme
	

	Service reviews 

	Develop the efficiency and effectiveness of all our services 
	Act on the outcomes of current service reviews
	· Systematic benchmarking in place (for example utilising LGG knowledge hub) across all services and improvements (efficiency and effectiveness) tracked over time (annually)

	· 
	Establish systematic programme of fundamental review of all services to address: objectives, business processes, delivery mechanisms (eg shared arrangements), cost  breakdown and benchmarking
	

	· 
	Develop the use of ICT in delivering the above
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