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With the current climate requiring laalncils should be keen to ensure thrabably a middle ground here, in whic
authorities to fill the massive shortfalevery opportunity is examined before gaih-e char ge i s seen
public finances created by central govirneuts are made. In addition, oa i ; customer and offers
ment, enforced cost saving is a fact ofdife.should also seek to unders revenue benefits to
However, in our experience, the scaléhefimpacts for other budgets of | = # the council but
cutbacks now being demanded of coulgscuts or increasing chargesf §l where the cost of fly
bears little relation to their individual ekample the knemk impact of 4l tipping clean up
ciency. tipping caused by raising bulky;;.-_"\ (which  can be

' lection charges. " worked out using
We find that, on the whole, local authorﬁy Rougfcut  Activity

staff are dedicated, haodking and well Understanding revenue yield is k .

. L Based Costing)
trained, making it hard for any counciFdo statutory and capped cha

L T does not offset the

stomach the loss of staff to save costs.ojémising net revenue is sim benefits
have therefore brought our commercie of more efficient collection and '
background to bear on the subject andgiodessing often achieved through conYo achieve the benefits, councils mus
that significant scope exists for councilsited service offerings or joint revekwew their customers
reduce the level of savings requiredcbifection efforts. Understanding the specific customer an

looking afresh at optimising revenue. . . .. their behaviour is essential to optimisin
The main opportunity for councils is_in

. . L ) .“revenue for a council. Provide a servic
Few councils are really supplementing thsaretionary charges; an area that iS¢ eonle want and they will pay willin
income through discretionary charges &akt exploited and, in our experience, lgasftor\)/idepd it is easy to 3; | F(E)r )e/xam Ige
according to the Audit Commission, amigerstood by many councils. Our rec%%n%ider the servicye offeri.d by the Ppoc
one in five is using its charging ability tmftsmal survey supports the Audit C ‘ce that customers didn't I)</now the:
full potential. We therefore believe tmdts si ons8s finding S eoaeabu%ti\{i{ewasaoﬁﬁﬁ ; \?erlifigaﬁoﬁ I
many councils have the opportunity tccales that many councils do not m%I?e ssport applicatigisr a fee that the
significantly more to increase revemiraple charges where they can, and domn§§ritpof Féz le applving via the Pos
income and, in doing so, mitigate the after services that they arepleeid to Off{ce )(/jo n(?t Sgem E)IO r);ingd avin Inj
gree of cutbacks required. For manypmivide. We believe that there are MO o wav. some authoritiespar)(/a r?éw o'
these councils it will also be cheaper drash 100 services for which councils ccf')eu”(é] fasty7track services for a fee. Thi
politically easier to generate additicaggbly discretionary charges. 9 ' |

revenue than it will be to reduce servi works provided that:
Wﬁén considering these options, a cd&ur-does not diminish the rights ef non

Some new revenue generation may require ; )
g Y FeHS main focus should beemevenue  paying applicants;

new resources but this can be achievl%ad We regularly see members decidg gris h o e
with transfers from other efficiency sa ) 9 y seen as an ennancea service,

|%g . )
a 5% increase in, for example, bulky w. 7 -
schemes. 0 ) ple, Yy W8#e fee is seen as good value,

The disproportionate impact of cost cuttigver a 5% increase in revenue. Unfortyhs revenve collected.

The spectre of large cuts in budgetsriately, in looking at it in this way, they are

waste and street sce&pthe very areasnot only forgetti ﬁ;(@jJ”Ci{S 6an ysg these 96@’@ whendopk
prioritised for development in the lasttfiiec i t y T, but t hey INgto genesafe seyenue i pthef arepsHqe
yearsSis currently haunting budget dite second order effects, such as anAB‘a’ing value quickly

cussions. Conversations we have had evéase in potential-tifping, and their\ye pelieve that the challenge for counci
councillors and senior officers in the madsbciated cleap and administrationg g ensure that every service is optimisir
of their budget setting process have hagists.
lighted the disproportigas
ate pain likely to be
flicted on these namy
fenced budgets as cod
cils look to balance th
books. ’

N

its revenues and utilising new fee payin
For example, oneServices opportunities.

council we work 14 help councils do this ValueAdding.col
with offers bulky has developed a rapid, structured ap
waste  collection hroach that looks at the delivery costs of
| for free, once a council's statutory fees and its commerci
, : , ; year, and is in the gnnroach to the discretionary services

IpsosMori and ~ othe o) ) upper quartile for o, rrently, or could, offer. We then test th

have shown the |lir S the last BVPI on flyagainst a council's statutory obligations
between street services and overall ctisping, whereas another charges £15 per

tomer satisfaction and, for this reasitem and is in the bottom quartile. There is (Continued on page




members' directives and local circumstan@@snew processes. We are so sure thafoweletails.
can add value to a council's net revenue that

X\ég ?gpr;yogg fg\?;r']iirﬁ dﬁgmﬁrcﬁﬁ&?ﬁhplementation fees can be directly ! =} For more information on net revenue
g to the net revenue increase. optimisation and how

councils are notoriously poor at pre8icting
and help teams to redesign processes aMidare also currently offering othaset
optimise revenue and collection costs.cdsi comparison site to English local aL
support the new programme we can trairtieadfor free; starting with Waste Serw
develop staff and provide service templatease see Benchmark for Free! On Page 4
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Customer Journey Mapping and Total Jelzene Morley

Following the success of two projects inE#tEm in Worcestershire. 8 Engaging with the customer.

North West, tCounti.n CumbriaT nd.tCall.in

Cumbriat, April 20 ig %osrtlealwgqegc(h béjahgwr}%)}@s%h'r? imgqi;)gpﬁj@ng._%om_ has found that the tech
e customer? Answer: the third (and praleate can unite disparate departments, agel

of £5 million government funding for 13
and the addition of a new phrase to the
government lexicon: Total Place.

%g;r%ost exciting) stage focuses on whatcibis or organisations and deliver -jmined
al feans for how services are deliveredsBaiices based on what the customer reall
Leicestershire, alcohol and drugs misusgaists. Customer Journey Mapping also save
an area of focus: the county has found a moihey because it allows services to clearl
titude of agencies involved in the treatmeft®fc us on what tadds
alcohol addiction, but all working separal#lis is particularly pertinent because the Tot
This behaviour is reinforced by fragmemiede initiative forms part of Sir Michael Bicl
and tortuous funding paths down a long chvais work on the Operational Efficiency Prc
from central government to the front ljramme which is looking at the scope fo
Leicestershires8s a sfficiencydavingsnin thes publico sectormeme
alcohol and drugs misuse to be pooled, witrdce improvement through the joining up «
single point of access for customers. Croysisal provision.

Julian Morley 1S looking at support for vulnerable childrep.
Total Place- a Google Its hypothesis is that public organisationgl jan Morley . . .
search gives over a hundred hés been spending too much public money reacti gn Morley has four.years experience 1
talked about at both the Labour and Corssgieus problems experienced by, 24, 1 € public sector at senior management leve
vative conferences and was a feature ofyélae olds, which could be reduced sig'FIf?i-s,EI up and was Director of .th'e South We
Solace conference in October 2009. It deadly by more and betageted expendi-Re_glonal Improvement ar_1d Efficiency Partne
been reported at | teeairstite eatlyweéase on Rad phip (SWRIEP) and delivered over £13m

; i for local authorities across the regiol
Today programme and featured in the Guard- - savings .
ian. In fact, some of its conclusions have %ie}]gnother upshot of all this is that the ¢ts-left in March 2009 to set up Efficis Cor

e b o the Teasury to form e ECT 92 [0 GEA i 2 confvsing edisay and i delhid to fave o e

Budget Report, with more likely to follow, and andgnot th'e best solutior? to delji dlng wit | alueAdading. as ad-

influence both the Budget and the CSH?1 m % centra govern_ment on procqre_me_m
valje for money. business transformation and commissionin

spending round. So what is Total Place both at te level and in adult o
Simply put, it is a thstge process thatSo what is the best solution? oth at a corporate level and In adult setvice

maps public sector cash flowing througrhe clue is in a technique called Custofodian also has eighteen years' experience |
locality from central to local bodies, lookibatney Mapping. Using this approach ihdsprivate sector; delivering change across
the way existing organisational cultures jhedgible to map a service from the daily paiiety of sectors including high tech, telecor
or hinder the process and then identifiesobgew of the customer: following the ser#iglcG and medical equipment.héde
portunities for collaboration between agemigigery from agency to agency and mappiked witlBSkyB, Avon Cosmetics, Sie-
on local service redesign and use of resoura® palpable frustration of the service usens, Alcatel, Nokia, GEC, BAE Systems ar
) Not only in most casesnverness Medical, saving over £40m of cos
only just been [Customer Journey Mapping a/q¥es this make agencieand has also held senior positions at Hewle
organi sat/ ons [ docus /osganizationalPéckard aneeMars. € / v e s T

published and are design on what is best

primarily foc_u_s_ed_ on the first; NG for the customer, but it normally ends upl-t?e-has an MBA from the Ecole Européenn
part of the initiative. We have seen nothin

particularly dramatic from this stage so gynore efficient too. Simply put, CUStolc\?Aﬁér:Jearirzgfn(Eéi())vi/n gr?(;is'af aenzﬁigztr)il:]ré
other than that total public spending in‘]ﬁ1urney Mapping allows organisations ) ‘

. . T ackle themselves and focus on: graduate of the University of Cambridge
pilot areas is BIG. For example, total pllJlbl:IsC Julian is married to Dawn and has two (rapid

expenditure in Birmingham is around £7 8ithinking their existing processes: guswing) children Amber 16 and Frank 12
in Central Bedfordshire and Luton £3.4@mers are not interested in internal pFbey live in Swanage, in the Isle of Purbecl
and in Worcestershire just over £4bn. Tegses, a few yards frothebeach and are all very
Treasury is already very interested becqusen e cust omer §s wo adive inthesailingcluy o t hey w
imagined savings of only 1% would translggm the service, how does it make them

into big numbers too; £75m in Birminghapag/?

£34minCentraIBedfordshireandLuton@%pp/ng the customerss journey, interact

Initial results have

ValueAdding.com



