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The role of a UK local authority chief executive

• The scale and service delivery responsibilities of 
local authorities (LAs) in the UK varies 

• Some areas have two tiers some a single tier

• But all LAs are required not only to deliver efficient 
services  but to promote the economic, social and 
environmental well being of their areas

• This demands not only good administration but 
leadership



Barking and Dagenham: Scale 

One of 33 London authorities

• Population                   165,000

• Gross Budget               £450 m (€ 500m)

• Staff c7,000 



Barking and Dagenham: Service Responsibilities 

Education (schools)

Social Services – care for children and elderly

Social Housing

Environment (Waste; planning; cleansing)

Leisure (Leisure centres; parks)

Culture

Local roads

Some welfare benefits



But we are accountable for much more…

• Overall satisfaction with local area

• Perceptions that people in the area treat one 
another with respect and dignity

• Rates of gun crime

• Obesity among children

• Breast feeding at 6-8 weeks after birth

• Proportion of children in poverty

• Numbers of new businesses starting up

• Mode of pupil travel to school   



This can only be delivered in partnership

Working with partners in 

• Health

• Police

• Local community and voluntary sector

• Local businesses

• Local Colleges and Universities 

And others…

This requires political and managerial leadership 
from the LA 



But it is not like that in Romania…

That is true, but

• This provides one indication of the possible 
ambition for local administration as confidence and 
competence increases (and I know you are making 
strong progress)

• The principles of service improvement that we used 
in Barking and Dagenham do also apply to areas of 
more restricted service delivery



Four ways we improved services

• Focusing service improvement on the user

• Creating service charters

• Involving our staff and users in improvement

• Developing effective performance management

Focusing on these things helped us to move my LA 
from below average performance to among the best 
in England



Focusing service improvement on the user

We all know what good service feels like but seem to 
forget when we come to work. We sought to

• Understand the user experience (including filming)

• Analyse our admin processes end to end to simplify 
and reduce double handling 

• Transfer processes from ‘back office’ to ‘front office’ 
and train front office staff to deal with more issues 
first time - establishing One stop shop and Call Centre



Creating service charters

A Service Charter is a simple public document, which sets out 
the standards of service customers can expect. For example:
• Abandoned cars – removal of dangerous cars in 24 hrs; inspect all non 
dangerous in 7 days and take action

• Refuse collection – collect on the same day each week; give a date for 
collecting bulky waste within 7 days

• Trees – investigate complaints of overhanging trees in 48 hrs; advise 
customers when it will be dealt with; tackle dangerous trees within 24 hrs

This both informs customers and allows them to hold the 
authority to account

They were prepared in consultation with staff and users  



Service charters
24 Hour Control Centre Abandoned Cars Adult Services Bereavement Services

Car Parking Complaints Creditors Customer Service Dog Fouling Dog Warden

Flytipping Food Safety Health and Safety at Work Land Charges Libraries 

Licensing Markets Pest Control Primary School Catering

Refuse Collection Road and Footway Maintenance

Schools
Primary Schools
Secondary Schools

Spillages Street Cleaning    Street Lighting Trees and Privets

Registration Service
Registration of Births
Registration of Deaths

http://www.tameside.gov.uk/servicecharter/24hourcontrol
http://www.tameside.gov.uk/servicecharter/24hourcontrol
http://www.tameside.gov.uk/servicecharter/abandonedvehicles
http://www.tameside.gov.uk/servicecharter/socialcarehealth
http://www.tameside.gov.uk/servicecharter/cemetery
http://www.tameside.gov.uk/servicecharter/carparking
http://www.tameside.gov.uk/complaints
http://www.tameside.gov.uk/servicecharter/creditors
http://www.tameside.gov.uk/servicecharter/custserv
http://www.tameside.gov.uk/servicecharter/dogfouling
http://www.tameside.gov.uk/servicecharter/dogwarden
http://www.tameside.gov.uk/servicecharter/flytipping
http://www.tameside.gov.uk/servicecharter/foodsafety
http://www.tameside.gov.uk/servicecharter/healthsafety
http://www.tameside.gov.uk/servicecharter/landcharges
http://www.tameside.gov.uk/libraries/charter
http://www.tameside.gov.uk/servicecharter/licensing
http://www.tameside.gov.uk/servicecharter/markets
http://www.tameside.gov.uk/servicecharter/pestcontrol
http://www.tameside.gov.uk/servicecharter/school/catering
http://www.tameside.gov.uk/servicecharter/refusecollection
http://www.tameside.gov.uk/servicecharter/roadfootpath
http://www.tameside.gov.uk/servicecharter/school/primary
http://www.tameside.gov.uk/servicecharter/school/secondary
http://www.tameside.gov.uk/servicecharter/spillages
http://www.tameside.gov.uk/servicecharter/streetcleaning
http://www.tameside.gov.uk/servicecharter/treesprivets
http://www.tameside.gov.uk/servicecharter/births
http://www.tameside.gov.uk/servicecharter/deaths


Involving our staff and users in improvement

Staff and users know services best and usually have 
ideas to improve them – but often we do not ask

Service charters:  sometimes users did not want a 
quick service but clarity about what and when

We introduced

• ‘Tell us’ inviting comments from all residents about 
services

• ‘Tell Rob’ (the Chief Executive) for staff ideas
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Ensuring effective performance management

Good performance management is essential but so often 
misunderstood:

“I am too busy to do PM”

“I leave that to the policy experts”

“We have an expensive IT system to do that”

“We can look at PM when we have sorted out the 
organisation”



So what is performance management? 

A system for helping us to focus on improving the things 
that are most important for our organisation to achieve 
its aims.

In other words it is central to the management of an 
organisation

Not an add on
Not a matter for others 
Not a process, CAF, EFQM, Balanced Scorecard
Not an IT system

Though expert staff , good processes and IT can help



Our starting point –simple questions? 

What are we trying to achieve?

What are the most important things we need to get 
right if we are going to make progress?

How do we know if we are getting there (measures)?

Do we act on what we find?

The simple questions are always hardest to answer. 

But how can you run an organisation if you cannot 
answer these questions?



It takes time to get it right

• Deciding what you are aiming to achieve 

• Identifying the most important things to get right, and 

• Choosing effective measures 

Takes time and discussion  – don’t leave it to other 
people

We did this Council-wide and for each Head of Service 
(c30) 

For some of our managers this was the first time they had 
asked themselves these questions



How do we know if we are making progress?

• Need relevant effective measures

“Performance measurement indicates how well an 
organisation is performing against its aims and 
objectives” 

• Choosing the right measures is critical and not always 
easy

• It is not a job just for experts, though they can help



Choosing measures 

Measurement is the language which gives clarity to 

vague concepts”

Prof Robert Kaplan (Harvard)

“Measures define success for an organisation”

Prof Andy Neely (Cranfield)



Where the experts do come in

• Collecting data needs to be rigorous and reliable 
otherwise the results will be dismissed

• Developing a performance management system which  
needs to serve and not lead (we used the Balanced 
Scorecard)

• IT systems can help but never start there

• How results are presented can be important
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The Barking and Dagenham Council Scorecard Strategy Map

(1) Raising 

General

Pride in the 

Borough

Community First

Funding the Future

People Matter

Performance Counts

Customer First

(2) Promoting 

Equal 

Opportunities & 

Celebrating 

Diversity

(3) Developing 

Rights and 

Responsibilities 

with the Local 

Community

(4) Improving 

Health, Housing 

and Social Care

(5) Making 

Barking & 

Dagenham 

Cleaner, Greener 

& Safer

(6) Better 

Education and 

Learning for All   

(7) Regenerating 

the Local 

Economy   

(8) Meeting 

Customer Needs 

First

(9) Providing 

Accessible, Local 

Services

(10) Improving 

Standards

(11) Customer 

First Programme

(12) Every Pound 

Counts

(13) Improving 

Procurement 

Practice

(14) Integrated 

Financial and 

Service Planning

(15) Redesign 

Processes and 

Programmes to 

put Customers 

First

(16) Performance 

and 

Accountability

(17) Excellence 

Through 

Partnerships

(18) Building 

Confidence, 

Enhancing 

Reputation

(19) Become an 

Employer of 

Choice

(20) Empowering 

Staff through 

Investment

(21) Sharing 

Learning and 

Best Practice

(22) Increase 

Strategic and 

Political 

Leadership 

Capacity

(23) Supporting 

and Rewarding 

Innovation and 

Risk

.



Customer First

CS8 % of residents satisfied with the overall service provided

CS9 % of fair access indicators at or above top quartile

CS10 % of quality and service outcome indicators at or above top quartile

CS11 % of enquiries dealt with fully on first point of contact

Performance Counts

CS15 The number of types of interactions that are enabled for electronic 

delivery as a % of interactions that are legally permissible for 

electronic delivery

CS16a % of BVPIs in top 25% (excluding cost based PIs)

CS16b % of BVPIs in middle 50% (excluding cost based PIs)

CS16c % of BVPIs in bottom 25% (excluding cost based PIs) 

CS17a % of available brownfield land used for development purposes 

CS17b % of PSA targets met on an annual basis

Funding the Future
CS12a % of cost indicators in the best quartile

CS12b % of capital budget spent against the programme

CS13a % of residents satisfied with services provided by services provided under 

contract"  (to focus on external impact of procured 

services) 

CS13b % of spend internal vs external spend 

CS13c % of improvement in customer satisfaction of services delivered  through 

contract 

CS13d % of contract variance compared to contract price (to monitor contract 

compliance and process) 

CS14 % of key milestones in Medium Term Financial Strategy (MFTS) achieved

CS1 % of residents with a positive perception of the Borough

CS2a The level of the “Equality Standard” for local government to which the Council conforms

CS2b % of public sector bodies operating in the borough that have an Equalities Policy

CS2c  % of public sector bodies operating in the borough that monitor the Equalities Policy. 

CS3 % of residents who feel involved / consulted with

CS4a Number of deaths by Heart Disease (per 100,000)

CS4b   All cancer mortality rate

CS4c Under 18 conception rate

CS4d % of homes that meet the decency standard as a % of total public stock as at 1 April

CS4e % of homes that meet the decency standard as a % of total private stock

CS5a % of residents surveyed who said that they feel „fairly safe‟ or „very safe‟ after dark whilst outside in the local authority area

CS5b % of residents surveyed who said that they feel „fairly safe‟ or „very safe‟ during the day whilst outside in the local authority area

CS5c % of residents with a positive perception of the overall appearance of the Borough

CS6a % of education & learning indicators above national average

CS6b  % of education & learning indicators at or above top quartile

CS7     Average income ranking of B & D citizens in comparison with the rest of London (33 London authorities)

Community First

The Council 

Scorecard 

Performance 

Indicators

People Matter
CS18   1-10 rating by key stakeholders of average score against 7  

reputation drivers

CS19a The number of working days/ shifts lost de to sickness absence (BV12)

CS19b % of staff working flexibly

CS19c Staff Attitude Survey - % stating that B&D is a good employer

CS20a Corporate IIP achieved. Yes or No?

CS20b Level of IIP accreditation achieved

CS21 % of managers able to demonstrate that they share best practice-

CS22a Number of members who have a personal development plan

CS22b % of staff satisfied that the leadership of their manager enables   

them to place their work in the context of the Community Priorities  and/or 

strategic objectives

CS23 Number of staff suggestions for service improvement implemented



Performance Breakthroughs

.

“The strengths of this authority’s 

approach is that they set out for 

a simple approach and have put 

effort into keeping it simple. 

They have worked out how to 

make the system work for them 

and the have encouraged local 

ownership.

They recognise that the 

discussion people had about 

services during the delivery 

process were as important as 

the framework itself



Final thoughts

• Changing organisations and radically improving services 
needs drive and leadership not just good administration

• Our focus for transformation was the service user: the 
test of all our systems and processes was - Do they 
improve the experience for the user?

• That meant listening to users and being clear about 
what we could and could not  provide

• We needed a performance management system which 
helped us to focus on the important things – and to 
measure our progress in achieving them. 



Questions?  



Contact details 

Governance International 
http://www.govint.org

john.tatam@blueyonder.co.uk

International Journal of Leadership in Public Services 
http://www.pierprofessional.com/ijlpsflyer/index.html

mailto:john.tatam@blueyonder.co.uk
http://www.pierprofessional.com/ijlpsflyer/index.html

