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The context

Home working more than doubled to
2.5 million (Office for National Statistics)
Partnership working and co-location
Technology changes and the use of
new networking tools

Recession and cost pressures
Competition at a global level




The issues

* Necessity more than choice

e Creating good two-way communication

« Building relationships (with remote workers and hot-deskers)
e Building identity

e Trust, monitoring and motivating

« “Going native”

« Seeing the benefits of hot-desking

 New mindsets

New skills
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HACKNEY COUNCIL
SERVICE FIRST

Sue Pearce
London Borough of Hackney



Hackney Council History

« 2001
— Effectively declared bankrupt — Audit Commission special
measures
— Mayor and CEO placed tight financial controls on the Council
* Today

— Place Survey 2008 — high satisfaction
— Staff survey 2009 — high satisfaction
— ‘3 star” Improving Strongly



Council Direction

Service First :

« An ambitious and significant OD and cultural
change programme

Aims

« Deliver improved customer services

* Meet changing customer expectations
* Make significant efficiency savings

* Make best use of new technology

All In 18 mths!



The Key Changes

New and refurbished buildings centred together
New service centre and contact centre

Front office and back office split

Creation of new services

Moving of 2000 staff

Less buildings, less storage, 8.5 desks to every 10
people
No more car parking for staff!



People implications

 Significant people management implications
across the whole workforce

» Establishment of new roles, in new locations
which will require new skills and new ways of
working

e Occasional home and remote working
« Shared working space
« Use of new technology

« Change relationship with managers, staff,
partners and customers



Service First Organisational Development Framework

Leadership

Staff Engagement

Supporting Practices/Systems

Vision & Values
Sustainable Community Strategy
Mayors Priorities

Key Priorities
Service First
Better Faster?

Communication Strategy
(CEX Roadshows,
Directorate/Service Awaydays,
Internal Comms.
Internet/Intranet Events)

ROP/Service Planning
(Best Use of Resources Programme)

Indentify & Role Model
Key Behaviours
(Corporate Responsibility, Trust,
Delegation, Ownership,
Decision Making,
Risk Management,
Joint Problem Solving,
Coaching, Teambuilding)

Management Networks
(Leadership Group
Senior Managers Forum,
Team Development)

Performance Management
(Appraisal, Objective Setting,
Supervision)

Team Meetings

Information Systems/
Sources
(CRM, CDM, PI's)
(Residents/Staff Survey,
Complaints)

Skills & Technical Training

Leadership and Management

Development Framework, Development Centre, Problem Solving, Decision Making, HR
Standards, Coaching, Delegation, Team Building

New Systems Training : Call handling, CDM, CRD, NWoW Flexible Home Working, Managing Remotely,
Working remotely, Developing Excellent Customer Service

Customer Service Skills, face-2-face and Telephone, Community Consultation, Complaint Handling and Resolution,
Effective Correspondence, Learning from Complaints, Effective Writing, Working together, Equalities & Diversity




What has worked

* Top management accountabllity
« Local Service lead, and local champions
* Providing zones for teams

« Planned and regular engagement / training with
staff and managers

« Clear guidance and targets in appraisals

* Leadership programme and competencies
« Monitoring and reporting

* Arisk register

- Dedicated training team to develop new skills for
shared services, training manuals supported by
In house coaches




Lessons learnt

« Start early

* Have a clear communication plan

* Double check your information from managers
* Use a stick as well as a carrot!

« Think about further activities once the initial change
has happened



Table discussions

1. How do you communicate and build trust across geographical
and organisational barriers?

2. How do you reap the benefits of new ways of working?
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